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Minimum Operating Requirements: 
* Adobe Acrobat Reader version 9.0 or later (Click to download Acrobat Reader) 


Digital Edition Features: 


* You can save any work you do directly in the file. e Activity questions can usually be answered by: 
e Link to any unit or section of the book from the - typing a response into an empty text field 
Contents. - or by clicking a button or box. 
e Click any audio icon a to play, pause, or stop an audio ° Use links in Practice activities to check your answers; 
track. then click the appropriate link to return to the Practice 
activities. 


* Use Adobe Reader tools to highlight information or 
make notes. 


| INSTRUGÖES (PORTUGUES) | (PORTUGUES) 


Requisitos Minimos de Operacäo: 
* Adobe Acrobat Reader versão 9.0 ou mais recente (Clique para baixar o Acrobat Reader) 


Recursos de Edicäo Digital: 


e Você pode salvar qualquer trabalho que fizer e As respostas aos Exercícios podem normalmente 
diretamente no arquivo. serem dadas das seguintes formas: 

* Acesse qualquer unidade ou seção do livro a partir de - digitando a reposta em um campo de texto vazio 
Conteúdo. ou 


- selecionando o botão ou a caixa que corresponde 


e Clique em qualquer ícone de audio para reproduzir, x a 
à sua opção de resposta. 


pausar ou parar uma trilha de áudio. 

* Selecione os links que estão nas páginas de exercícios 
para verificar as suas respostas; em seguida, selecione 
o link destinado a retornar aos Exercícios. 


* Use as ferramentas do Adobe Reader para destacar 
informações ou tomar notas. 
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Exigences Minimales de Fonctionnement: 
e Adobe Acrobat Reader version 9.0 ou ultérieure (Cliquez pour télécharger Acrobat Reader) 


Caractéristiques de l'Edition Numérique: 


* Vous pouvez sauvegarder n'importe quel travail e Les questions des exercices peuvent être 
directement dans le fichier. complétées en: 

e Naviguez vers n'importe quelle unité ou section du - tapant une réponse dans un champ de texte vide 
livre à partir du sommaire. - ou en cliquant sur un bouton ou un encadré. 

* Cliquez sur n'importe quelle icône audio pour lire, e Utilisez les liens dans les Devoirs pour vérifier vos 
mettre en pause ou arrêter une piste audio. réponses ; puis cliquez sur le lien approprié pour 


e Utilisez les outils d'Adobe Reader pour surligner des revenia ia da 


informations ou prendre des notes. 
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Requisitos informáticos mínimos: 
* Adobe Acrobat Reader versión 9.0 o posterior (Haga clic para descargar Acrobat Reader) 


Características de la edición digital: 


* Puede guardar todo su trabajo directamente en el e Las preguntas de las actividades pueden responderse 
archivo. por lo general: 

* Puede enlazar con cualquier unidad o sección del libro - escribiendo las respuestas en un campo de texto 
desde el índice. vacio 


* Puede hacer clic en el icono a para reproducir, hacer EIS Ure Chad eo Ubon 


pausa o interrumpir una pista de audio. * Con los enlaces en los ejercicios de präctica podrá 
comprobar las respuestas; después podra volver 
al ejercicio de practica haciendo clic en el enlace 
apropiado. 


e Con las herramientas de Adobe Reader podrá marcar 
informaciön y tomar notas. 
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Mindestanforderungen für den Betrieb: 
* Adobe Acrobat Reader Version 9.0 oder neuer (Hier klicken, um Acrobat Reader herunterzuladen) 


Besondere Merkmale der digitalen Version: 


* Sie können alle von Ihnen vorgenommenen Arbeiten e Aktivitätsfragen können normalerweise beantwortet 
direkt in der Datei speichern. werden durch: 

* Durch Klicken auf die Links im Inhaltsverzeichnis - Eingabe einer Antwort in ein leeres Textfeld 
gelangen Sie zu allen Einheiten oder Abschnitten des - oder Klicken auf eine Schaltfläche oder ein 
Buches Kästchen 

e Durch Klicken auf das Audio-Symbol F stehen für e Durch das Klicken auf die Links in den 
jeden Audiotrack die Funktionen Wiedergabe, Pause Ubungsaufgaben können Sie Ihre Antworten 
oder Stopp zur Verfügung. überprüfen und anschließend durch erneutes 


Klicken auf den entsprechenden Link wieder zu den 


e Verwenden Sie die Adobe Reader Tools, um 5 a 
Ubungsaufgaben zurückkehren. 


Informationen zu markieren oder Notizen zu machen. 
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Welcome to 
BerlitzensuisHh 


BerlitzEnglish is the fastest, the most practical, and the 
most enjoyable way to learn English. 
To get the most out of your English program, you should ... 
go to all your scheduled classes 
do all practice assignments 
review each unit after class 
preview each unit before class 


visit English websites to learn more about chapter topics 
read English magazines, books, and newspapers 


| 

| 

| 

| 

m practice speaking English anytime you can 

| 

| 

= watch videos, movies, and TV programs in English 
| 


try to speak and learn more English every day! 


If there is anything we can do to make your learning more 
successful and enjoyable, please let us know. We'll do 
everything we can to help you reach your goals. 


Good luck with your English studies! 


The Berlitz Team 


Student Guide Features 


The Business Modules teach situation-specific language for practical, real-world language needed in your 
professional life. They can be used at Berlitz Levels 5-8, as stand-alone programs or paired with the General 
Business English series, which teaches the more general business English necessary to raise proficiency 
over time. 


Student Guide Pages 


Lesson-specific speaking objectives At-a-glance Useful Phrases sections help 
provide practical, achievable you expand your vocabulary. The Useful 
communicative goals to start each Phrases are also compiled into a dedicated 
unit of instruction. section at the end of this Guide. 


Convert prospects to clients at an industry event 
Fi t . é E What is another way to say it? (Track 40) GB 
irst Impressions {Bayou wat nota 
about our product? 
In this lesson, 2. Do you want to try the product? 
you will... “Every contact we have with a 3. Do you want a brochure? 
customer influences whether or not 4. Ask me a question if you want. 
= Make a good first they'll come back. We have to be 
impression on a great every time or we'll lose them.” 5. Who are you? 
new client 6. I'll contact you soon. 
7. Take my business card. 
E] Qualities of a customer service representative 
E Follow-up 
A good customer service representative ... While a bad customer service rep who USEFUL PHRASES (_) 
leaves a bad impression ... Setting up a follow-up 
speaks clearly is well-groomed is rude is uninformed , 
has good posture is attentive is disheveled is distracted It contact youmaxt wack. \ 
smiles is patient has bad posture has a short temper May | have your business card so | can email 
is courteous is knowledgeable looks indifferent mumbles Pirie E CHEN 
your number / email? pene 
ads Do you mind if | contact you next week to ...? 
p E May nal you? cre» DOG Kan Tag ur pia aa 
Following up 
“Follow up" can be used as both It was so nice meeting you at the ... last week. 
a noun and a verb. For example: 1 hope you found our brochure helpful. 
“I have so many I'd like to set up a meeting between... 
a o I'm sending you the quote | promised. 
A. B. ë D. E. ein I'd like to discuss further options. 
with her soon." (verb) Did you receive the ... | sent you? 
EI I'm just looking 
1. The shopper doesn't need help because she is just (searching for something Vocabulary & Expressions Go further! 
specific / browsing). to network, prospect, to convert (prospects) unique selling point (USP), to mingle with 
2. Paige (ordered / arranged for) water to make her journey more comfortable. catalog (catalogue UK), Fier, lead (n.) prototype, beta testing, bug (= error) 
3. "Please have a seat while | (fly to / ring) Mr. Marchionne.” as E iu eae En T AE 
4. "Lawrence, | have another woman (abstaining from / attending) the workshop.” 
5. The banker was (excepting / anticipating) his arrival. [ Now use the practice activities to review. EETA] 
Customer Service * Unit 1 RM Berlitz Languages In. 1 36 ERON Berle Languages, In Customer Service * Unit 18 
Listening activities offer If you have chosen interactive | Each unit of instruction 
| multiple opportunities PDFs, your student guide ends with a summary 
to listen and respond to will also include embedded of key vocabulary and 
the language found in audio files, customizable and expressions Go Further! 
many common business savable forms, and hyperlinks introduces more 
situations. Audio scripts to additional resources, advanced language to 
for each listening activity making completion of and prompt further language 
are included in the back review with the Student Guide learning. 
of this book or through on tablet, laptop, or desktop i 
embedded hyperlinks. computers easy and efficient. 
| 
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Additional Components 


| Practice [Tin mee | Practice activities provide additional reading, 
writing, and listening practice to supplement 
the language that is learned in every unit. These 
E activities are located in the back of this book, 
| or through embedded hyperlinks, and include 
Answer Keys, for easy self-correction at home. 


2. aesthetically pleas 


Zone that's / going with / just / expensive / recommen 2 


agood/ 


Te Audio Script [E 


unırı 


mvza |a 
help you find 


Audio scripts provide texts 
of all the audio recordings in 
the book. Audio scripts can 
be used to increase listening 
comprehension and to review 
key vocabulary. 


Unit 9 Activity 3, Task 


Supplements allows for 
situation-based role plays and 


Customer Service + Audio Seript ta cp n 


ee other activities for authentic 
ld ie language practice and 
interaction. 


English Passport, a collection | | 
of original articles from Time, 
Sports Illustrated, Fortune, 
Health, and Money provide 
extensive reading practice 

to supplement language 
instruction in this book. 


Audio CDs and downloadable 
audio files provide in-class and 
out-of-class listening practice, 
depending on the type of 
package you have selected. 
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TITLE PAGES TOPICS SPEAKING GOALS KEY TERMS 
EN First impressions 1-2 First contact Make a good first unkempt; posture; body 
impression on a new language; to judge a book 
client by its cover 
On a scale of 3-4 Market Ask clients about to gauge; brick-and-mortar; 
Tto 10 research their experience to sour; in the field 
Ei They really went 5-6 Exceptional Offer to do something nowadays; in the long run; 
the extra mile service unexpected for a client complimentary; to follow up 
EI I suggest you go with 7-8 Recommendations Recommend on the fence; to narrow 
our platinum package a product or down; to level with; a far cry 
9 service 
H | believe there's been 9-10 Client complaints! Respond to a client conflicting; to find out; 
a misunderstanding complaint irate; to keep / lose one's 
cool 
I'm sorry; it's 11-12 Company Apologize and hassle; accountable; to 
: policy explain a company resort to; stern 
against company policy 
policy 
l hate to be the bearer 13-14 Problem solving | Handle a client's to acknowledge; to beat 
problem around (about UK) the 
of bad news, but ... bush; to soften the blow; to 
tamper with 
E Elora speaking; how 15-16 Telephone Communicate background noise; to 
may | help vou? communication effectively with a client cut out; to interject; to 
may nem you: over the phone enunciate 
EI I'll walk you 17-18 Troubleshooting Provide tech support to dispatch; to 
: to a client troubleshoot; remotely; 
through It defective 
Considering the 19-20 Empathy Express empathy toa to waive; viral; to 


circumstances client 
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appreciate; to put oneself 
in someone's shoes 


Customer Service ® Contents 


TITLE PAGES TOPICS SPEAKING GOALS KEY TERMS 


1| Sure, that would be 21-22 Customer service Explain customer etiquette; to cc; brief 
etiquette service etiquette and to the point; rule of 

acceptable thumb 

12 | There's nothing like it 23-24 Problem solving II Help clients feature; mind reader; 
on the market purchase the best probing questions; to break 
ae me product or service down (a task) 
| just want my 25-26 Refunds and Process a refund credit; purchase order; 
money back returns or an exchange stock; forfeit 

14 | Thank you for bringing 27-28 Client complaints II Take care of a to offend; to overhear; 
this to our attention disgruntled client atrocious; phenomenal 
The customer is 29-30 Clients complaints III Respond to an misleading; to fish for; to 
always right unreasonable client accommodate; to take the 
a bull by the horns 
right? 
Room for 31-32 Criticism and Respond to client constructive criticism; 
improvement feedback feedback flaw; to swallow one's 
improvement pride; to go green 

17 | Being a people 33-34 Job applications Interview for a attitude; charismatic; to win 
person customer service over; credentials 
Res position 
Canlinterest youina 35-36 Trade shows Convert prospects to network; talking points; 
brochure? to clients at an bulk discount; to mingle 
on industry event 
It's the latest client 37-38 Communication Optimize browser; helpdesk; to be 
communication technology use of client in over one's head; cloud 
nn communication computing 
solution technology 

ES Cultural competence 39-40 Intercultural Develop your idiosyncrasy; values; faux 

competence team's cultural pas; mores 
competence 


Useful Expressions 43-44 


Supplements 45-52 
Practice 53-72 
Answer Key 73-76 
Audio Script 77-92 
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First impressions 


In this lesson, 


you will... “Every contact we have with a 
customer influences whether or not 
m Make a good first they'll come back. We have to be 
Impressioni onia great every time or we'll lose them.” 
new client 


El Qualities of a customer service representative 


A good customer service representative ... While a bad customer service rep who 
leaves a bad impression ... 

speaks clearly is well-groomed is rude is uninformed 

has good posture is attentive is disheveled is distracted 

smiles is patient has bad posture has a short temper 

is courteous is knowledgeable looks indifferent | mumbles 


EE) May I help you? (tracks 1-5) PIPIPIPIP 


#4, 


/ + Jig) & 


HJ I'm just looking 
1. The shopper doesn't need help because he is just (searching for something 
specific / browsing). 
. Paige (ordered / arranged for) water to make her journey more comfortable. 
. "Please have a seat while | (fly to / ring) Mr. Marchionne.” 


. "Lawrence, | have another woman (abstaining from / attending) the workshop." 


uo KR WN 


. The banker was (excepting / anticipating) his arrival. 
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Make a good first impression on a new client 


Breaking the ice 
- So, Victoria, do you live near here? 


- No, | actually commute for close to two hours every day. | can't afford the cost 


of living in central London. How about you? 


— | also commute; the travel time is a sacrifice you make for the reduced living cost, isn't it? 
Luckily, my commute is relatively short compared to many people—just 35 minutes by car. 


— Crazy weather we've been having lately, no? 


- Yeah, | can't remember it raining this much in a long time. 


- It's a shame; it's ruined my last two golf outings. 


- Oh, you golf? Me too. Do you go to a course around here? 


How to start a conversation when you have nothing to talk about 


Weather—It's a beautiful day today, isn't it? 


Current events (noncontroversial)—Did you 
hear about the new company moving 
downtown? 


Sports—Do you think the Jays have a 
chance of winning tonight's game? 
Your day so far—Hi, how are you today? 


Favorite activities / hobbies—So what do 
you like to do outside of work? 


Objects around you—What a beautiful view 
of the mountains from here; wouldn't 
you agree? 


Getting to know someone—Where do 
you work? 


Inappropriate topics 


Financial —Say, how much revenue is 
your company pulling in this quarter? 


Politics—I can't believe the underdog 
party won the election this year, can you? 


Age or appearance—You look much 
younger than you probably are; how old 
are you? 


Controversial news topics—Did you hear 
about the lawsuit against doctors for 
performing cosmetic surgery on kids? 
Religion—What is your religion? 


Death—I hear the murder rate is high 
around here; is that true? 


Vocabulary & Expressions Go further! 


first impression, unkempt, disheveled, well-groomed 


to mumble, posture, to slouch, courteous 
Is there anything | can do for you? 
How can | be of assistance? 


to judge a book by its cover 


to buzz, face-to-face, in person, offensive, controversial 


privacy, political, body language, eye contact 
to cast (one’s) gaze, to point, mindful, to overdo 


Now use the practice activities to review. Good luck! 
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On a scale of Ito 10... 


In this lesson, 
you will ... 


m Ask clients about 
their experience 


market research /'maukıt 1i 's34f/ (uncountable) 


(marketing) The systematic collection and 
evaluation of information regarding customers’ 
needs, preferences, and requirements for actual 
and potential products or services. 


E] The Consumer Happiness Index 


Every quarter, the Consumer Happiness Index (CHI) asks thousands of consumers for their 
opinion of hundreds of big companies from industries such as telecom, automotive, airline, 
Internet, health care, banking and financial, and more. The index measures satisfaction of 
US household consumers with the quality of products and services offered by both foreign 
and domestic firms with significant shares in US markets. The companies to score lowest 
on consumer Satisfaction are telecom companies, airlines, and social media sites. 

Airlines consistently score low, beating only TV service, social media, and the IRS.* 
Travelers say they are happy with the airline until they get on the plane, according to the 
CHI. While the booking and check-in processes get happy ratings, the area that plagues 
airlines is the in-flight experience, namely poor in-flight service and lack of seat comfort, 
which can really sour customers’ satisfaction with the airline overall. 

A sector that is showing customer satisfaction improvement is retail (as of Feb. 2015). The 
report cites better customer service and widespread discounting among brick-and-mortar 
retailers, although Internet retailers did not receive such high scores. 

After years of conducting these surveys with 70,000 Americans annually, the CHI 
determined that customer satisfaction impacts the financial outlook of individual firms and 
the health of the US economy at large. The takeaway—it should not be underestimated! 


* Internal Revenue Service-US government agency responsible for collecting taxes and enforcing tax laws. 


Qualitative or quantitative? 


Q research Q research 
e is based on numerical data e collects open-ended responses 
e provides statistical information e attempts to understand behaviors and 
e seeks to project characteristics of sample reasons for behaviors 
group onto broad population * can help determine people's motivators, 
* e.g., telephone survey, online survey, perceptions, and emotions 
intercept survey, mail survey * e.g., focus groups, one-on-one interviews, 


mystery shopping 
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Ask clients about their experience 


Æ Feedback Questionnaire 


HOW ARE WE DOING? 


1. Which of the following best describes your interaction with our company? (check one) 
O In person O Online O Telephone O Other (please specify): 


a : ï 
How would you rate: N/A = Not Applicable. 
2. The quality of the product(s) you purchased today? 


i Another way to say this is: 
Excellent Good [F P N/A 
O es O = O = O e O “[That] does not apply to me.” 


3. The ease of accomplishing what you wanted? 


(O Bxcellent (1) Good ©) Fair O Poor O NA 


@ Ona scale of 1 to 10, how satisfied were you with: { 
4. The friendliness of the customer associate? 


O10» Os O7 Os Os O4 O: O: O: Ons 


5. The knowledge of the customer associate? 


OOs Os O7 Os Os O4 O: O2 O1 Oma 


6. The helpfulness of the customer associate? 


O10» Os O7 Os Os O4 O: O: O: Oma 


7. Overall, how satisfied were you with your experience? 


O10» Os O7 Os Os O4 O: O: O: On 


10 = Completely Satisfied 
0 = Extremely Dissatisfied, 


HJ] Yes, no? Maybe so? 
1. Was the customer associate who helped you capable? 


2. Did you enjoy participating in the pilot program? 

3. Did you see any sector we need to improve? 

4. Was your wait time for delivery acceptable? 

5. Are you likely to recommend our service / product to someone else? 


6. Are you likely to do business with our company again? 


Vocabulary & Expressions Go further! 


to influence, to gauge, consumer, brick-and-mortar in the field, on the ground 
index, telecom, to plague, sector, to sour 

to underestimate, overall, not applicable (N/A), invoice 

to implement, pilot program, customer associate 


likely, dismal, in awe, to disregard 
Now use the practice activities to review. Good luck! 
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They really went the extra mile 


In this lesson, 
you will... 


m Offer to do something 
unexpected for a client 


“Customer service shouldn't 
just be a department, it should 
be the entire company.” 

E | 


E The “smile factor,” the next big thing in business 


Nowadays, many business experts agree that besides generating revenue and saving 
costs, customer service is what will differentiate and sustain a company in the long run. 
This begs the question, how can your company differentiate its customer service? 


[] When is going the extra mile too far? 


Throwing in a small discount or 
something for free as a thanks for 
their loyal business 


Throwing in a large discount for no 
reason and without prior approval 
from your manager 

Taking hours out of your day to listen 
to their problems when their therapist 
is out of town 

Preparing documents for their review 
ahead of time before they think to ask 
for it 

Being personally available for inquiries 
24/7, even when on vacation 

Staying open a few minutes late or taking a phone call just after 5 p.m. 

Not charging premium shipping costs when a partner company reorders an item they 
initially ordered incorrectly, since you know it will come back to you in the long run 
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Offer to do something unexpected for a client 


EA) Return on behavior (Tracks 6-8) 


HJ It was so unexpected! 


As a token of our appreciation ... I don't know what to say-thank you. 
Please accept... | You didn't have to do that. 
I'm sorry to hear that. Why don't | ...? You really went the extra mile! 
Let us... That's not necessary. 


It's our treat ... That really exceeds my expectations. 


We'd be happy to... That's very kind of you. 


Vocabulary & Expressions 


nowadays, to differentiate, to sustain, in the long run, to make a difference, gesture 
to go the extra mile, complimentary, personalized (personalised UK), kit, to follow up, nicety 


Now use the practice activities to review. Good luck! 
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| suggest you go with our platinum package 


In this lesson, 
you will ... 


m Recommend a 
product or service 


on the fence = 
undecided, not committed 


EE) | want something that families and professionals alike will enjoy 


USEFUL PHRASES (_) 


Could you tell me more about ...? l agree. 

What's the difference between ...? Smartwatches are very in right now. 

I'm looking for ... What do you suggest? That's a great suggestion. 

Do you know a good ...? Yes, that's a good idea. 

What do you recommend? I'm not sure | agree with you. 

I'm on the fence about ... It's not quite what I'm looking for. 

I'm between... I don't know if that's the best thing ... 

In my opinion ... I don't know if that's right for me. 

I'm in the market for ... That's a far cry from what I'm looking for. 


What do you think about ...? 


[] Any suggestions? 


Asking for suggestions Making suggestions 


Suggestions 
Recommendations 


pdi BA 


Agreeing Disagreeing 
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Recommend a product or service 


EB What are you in the market for? (Tracks 9-10) 


> 


m 


El Keep it simple 


Research shows that people experience “consumer apprehension” when faced with too many 
choices. Intentions may be good—to offer customers lots of options—but customers may then 
fear that they are not choosing the perfect option. Therefore, it's up to the customer service 
representative to simplify and narrow down their choices. Consider pros and cons with the 
customer by highlighting benefits and don't get caught up in the marketing department's 
dressing up of the product or service. 


Your turn! 
1. 


2. 

Vocabulary & Expressions Go further! 

on the fence, in the market for, pros and cons to level with, to be in, a far cry from 
economical, to go with, reliable, aesthetic, to narrow down You won't look back. 


consumer apprehension, to get caught up 
dressing up of a product, to endorse 


Now use the practice activities to review. Good luck! 
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| believe there's been a misunderstanding 


In this lesson, you will ... 


m Respond to a client 
complaint 


Incorrect charge 


Dissatisfaction with quality 


Conflicting information 


Being ignored 
Inconsistency 


The runaround 


Difficulty reaching 


representative 


Wait time 


Rude, unknowledgeable, 


unhelpful service 


El Do or Don't? 

od OF 
Oñ OF 
Oc: OF 
Oc: OF 
Oñ OF 
On OF 
ON OF 
ON 0% 


Apologize 
Argue 
Blame 
Find out 
Follow up 
Forget 
Ignore 


Listen 


EE) Three types of complaints 
MILD — "I believe there's been a mistake." (Easily resolved) 


. “I've been told two different things by two different people.” 
. “I've gone through the automated menu options five times now; 


| just want to talk to a human." 


. "I've been passed from person to person and | just want to talk to 


someone who can help me." 


. “I'd like to know why I've been billed for shipping when | did not order 


anything." 


. "I had to beg someone to talk to me since no one acknowledged me!" 
. "The customer associate barely gave me the time of day and was 


unfriendly and unhelpful!” 


. “Last time | ordered hole-punched pages from your company | was 


not charged. Why was this included in the bill this time?” 


. “This isn't what | expected and I'd like my money back.” 
. “I've been sitting here for hours and still haven't been seen by 


anyone!” 


` REASONABLE | — “... was unacceptable.” (You would be mad too) 


| IRATE | — "This is the 10th time this has happened and l'm fed up with it." 
(Aggressive, personal, potentially threatening) 
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Respond to a client complaint 


HJ The perfect phrase for the situation (Tracks 11-13) B B B 


I'm sorry for the inconvenience. | apologize for the misunderstanding. 

It seems as though we've overlooked I'm sorry for the mix-up. 

your order. It appears to be an oversight on our part. 
I'll be happy to help fix this. This should be resolved by tomorrow. 


| apologize. You should hear from us We'll look into the matter. 
That'll never happen again. within 24 hours. | understand. 


| assure you we'll fix it. A behalf of o E like to | am not authorized to do 
I'll make an official log of the ranch ag a eR VOUF that, but I will forward this 
complaint. ; to someone who is. 


You're right, | Please try to remain | will have to ask It's up to you if you 
apologize. calm. you to stop, but would like to continue 


| understand how | can see you're you are welcome this conversation 
frustrating this stressed, but if you to call /come back now; if not, you're 
must be. provide me with at a later time. welcome to call back 
You're obviously all the necessary If you continue to talk later. 
upset. Let me help information, we can in a threatening way, 
you solve this. take care of this faster. | will be forced to end 

I'll take care of this this conversation. 


immediately. 


E] Social media blunders 
CoreyWolfe@CeeWolf14 
Delayed flight — Time to wander around the airport sponsored by #SkyBlueSky 


SkyBlueSkyAirways@SkyBlueSky 
@CeeWolf14 Please send us your flight number and we'll try to get an update for you. 


CoreyWolfe@CeeWolf14 88% of consumers were 
Flight number 7701. New York to Washington D.C. 


SkyBlueSkyAirways@SkyBlueSky 
@CeeWolf14 


Vocabulary & Expressions Go further! 


conflicting, to ignore, inconsistent, the runaround (buck-passing) to make a scene, to cause a fuss 


to argue, to blame, to find out (about), to follow up (on / with) to approach, reputation 
mild, reasonable, irate, aggressive, threat, username to keep / lose (one's) cool 
pound sign (hash sign UK), hashtag on the line 


Now use the practice activities to review. Good luck! 
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I'm sorry; it's against company policy 


In this lesson, you will ... 


m Apologize and explain 
a company policy 


Policy or apology? 


1. Service fees are charged per transaction. 


. | apologize for the inconvenience. 


. I can't discuss your account unless you can confirm your identity. 

. | understand it's a hassle, but unfortunately | can't make an exception. 

. That is confidential information and we do not provide that over the phone. 
. I'm sorry, we don't carry that brand. 


. It will never happen again; | assure you. 


ON aw KR WN 


. A request for a refund must be made within 30 days of purchase. 


E | regret to inform you that smoking is prohibited beyond this point 


USEFUL PHRASES (_) 


- I'm afraid we don't... - | don't have the - There are some 
- | regret to inform authority to... troubles with ... 
you that... - Sorry | couldn't be of — | apologize for any 
— We are unable to... more help. inconvenience this may 
— It would appear as - It's against company have caused ... 
though ... policy to... =... won't be possible at 
this time. 


1. We don't do overnight shipping. > 


2.1 can't give you my supervisor's > 
home email address. 


3. You can't bring in outside food. > 
4. I can't help you with that. > 
5. There's probably been a mistake. > 
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Apologize and explain a company policy 


[] Cameras are not permitted in the building 


E — 
Give me your account number. — Would you mind giving me your account number? 
What is your name? — May I please have your name? 

I can't tell you / give you... — I'm afraid | can't provide you with ... 
I can't verify your identity. — We couldn't verify your identity. 
— Excuse me, madam. I'm afraid smoking -Iregret to inform you sea 
5 9 Arie é Hint: Use modals and 
is not permitted within 25 feet of the that mobile phones the plural “we” instead 
building. Could you please take your are not allowed in of "I" to make your 
cigarette a little farther away? the courtroom. message more formal. 


H Without that information, | cannot process your request (Tracks 14-15) 
A. 


1. have your name and account number? 


2. I'm sorry sir, but unfortunately without that information, 


3. But that to go home just to find her 


account number. 


B. 
g 4. Otherwise, we should anyone else access 
your account. 
5. | just a call from a very upset customer. 
6. Since | was the first person she reached, she just vented to me 
about everything she didn't like about the order process and then 
she for the money she's losing on this. 
Some companies follow the policy “use your best judgment" instead of resorting 
to an official policy to deny or fulfill a request. In other words, employees assess 
requests on a case-by-case basis and are the decision makers. 
Vocabulary & Expressions Go further! 
policy, suspicious, in place, confidential, hassle stern, to put pressure on 
to field, accountable, to resort to, case-by-case basis He won't take no for an answer. 


Now use the practice activities to review. Good luck! 
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| hate to be the bearer of bad news, but ... 


In this lesson, 
you will ... 


m Handle a client's 
problem 


I Steps for problem solving 


“Customers don't expect you to be 
perfect. They do expect you to fix 
things when they go wrong.” 


Problem solving is an acquired skill that takes a few simple steps to implement. Most 
importantly, regardless of whether a problem was your fault, it is best practice to begin 
with an apology (big or small) on behalf of the company. Then follow these four steps to 


solve the problem: 


1. Listen to the customer or employee who informed you of the problem. 


2. Acknowledge the problem / mistake. 


3. Apologize (regardless of fault). 


4. Explain an alternative, the solution, and / or offer compensation. 


If the situation requires it, follow up with the customer or employee who brought 
the problem to you to make sure it was taken care of. 


It's on us, since it was an inconvenience 


— No, | don't want a rain check on the part; 
| need to meet my production schedule. 
- | can see that you are disappointed; 
I quite understand your frustration. 


- There were many issues with the 
transaction. If you'll hear me out, I'll 
go through them line by line. 

— Of course, | will be with you directly; 
let me just pull up the transaction ... 
All right, what is your first concern? 
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— We specifically requested a payment plan. 
Instead, the entire order was charged to one 
account all at once! 

— Ah, please don't worry. We can cancel this 
payment and set up scheduled payments for 
the future. I'll take 10% off the first payment 
for the inconvenience. 


— Someone at your company sent me the 
wrong thing entirely! 

— | apologize for the inconvenience that 
must have caused you. 
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Handle a client's problem 


El What's the matter? (tracks 16-17) 


1. Issue: 1. Issue: 
2. The woman is not concerned because, 2. Because the heaters = 
, they caused the 
internal mechanics to 
and 
3. The employee has already 
the distributors, but he would like the company 


. to issue an official 
El We have to issue a recall 


== Sonix June 16, 2015 


DETROIT, Mich. - Sonix is the leading manufacturer of cars that your modern 
lifestyles require. Today, we announce a voluntary safety recall of our 2012-2015 
sedan models. The sedans from these years have been found to contain a faulty airbag 
casing that may deploy the airbag when driving over rough terrain. At this time, o= Á 
there have been no serious injuries reported. Sonix has alerted its dealers around the country of the issue and 
implemented a program to accept the roughly 500,000 vehicles involved in the recall. Safety is our priority 
and so we are taking the responsibility of replacing the deployment system at no cost to consumers. Please visit 
your local Sonix dealer for your replacement parts free of charge, and thank you for your loyalty as a customer. 


Your turn! 


Vocabulary & Expressions Go further! 


to acknowledge, compensation, regardless implication 

rain check (= voucher), on file, to alert, recall (n., v.) to have a problem on (one's) hands 
to beat around (about UK) the bush, to deploy to blow something out of proportion 
terrain, bearer of bad news, to fall on (one's) shoulders ethical, tragic, to tamper with 


to soften the blow, don't shoot the messenger 


Now use the practice activities to review. Good luck! 
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Elora speaking; how may | help you? 


In this lesson, Do you prefer to deal with clients 
p over the phone or face-to-face? 
you will ... E 


m Communicate effectively What is different between handling 
with a client over the phone clients over the phone and in person? 
E] I'm not sure | know what you mean (Tracks 18-25) 


1. Too much background noise. 


. Restate the question. 


. Need time to pull up an account. 


Use the “telephone alphabet" for clarity! 
For example: “My name is Benedict. 
Bas in ‘boy’, E as in ‘Edward’, ..."” 


. Customer mumbles. 
. Difficult name to spell. 
. Conversation cuts out. 


. Call needs to be transferred. 


MMM [vivi [vi vivi 


on Aw KR W WN 


. Customer rep forgot customer's name. 


E Are you still there? 


A client's call may require you to look up information or otherwise spend a few seconds of your 
time thinking or doing something that doesn't involve talking. These types of interactions are much 
different over the phone than in person, when clients can see you typing and working, otherwise 
they may wonder if the call got disconnected after they pose their question. Over the phone, you 
can fill in silences by saying out loud what it is you are doing to help the clients you're in touch with. 
Two ways to do this are by using gap-fillers or constantly voicing what you are doing. For example: 


USEFUL PHRASES ( ) 
Gap-fillers: Say what you are doing: 


Mmmm okay aie allan “Okay, I'm just typing that in right now.” 


em / Uhh.. P “Just one moment while | jot that down.” 

You know... / You see ... a : ; 
“Well ... So..." The computer is loading the page and ah ha! 
‘i RE Here we go." 

Let me think. a A A = 
mean? If you would give me just one moment to... 


Without visual cues, you aren't able to raise your hand to indicate that someone should pause what they are 
saying, so you have to interject politely over the phone. 


Interjections 


“Excuse me.” i FR = 
Dont E = If you would wait just one moment. 

Sir / Ma'am (or names), excuse me, please. “iin já 
“Pardon.” I'm sorry, could you repeat that, please? 
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Communicate effectively with a client over the phone 


E] An important message 
1. are / from / ? / company / you / what / calling 


2a. telephone / your / is / number / ? / what 


2b. reach / is / what / the / best / number /? / to / you 


3. relay / what / ? / me / like / would / you / message / to 


4. ?/ pass / you / the / could / message / on 


5. thanks / back / l'II /, /no/./ later / call 


6. possible / ? / please / call / as / is / this / as / urgent /soon/him/you/,/can/ me / have / 


7. for / out / Mr. / day / . / is / Zales / the 


E] While you were out 


= 


Date: Time: Taken by: N 
Message for: 
WHILE YOU WERE OUT 
From: 
Message: 
Phone number: 
Telephoned Was here to see you URGENT 
Wants to see you Will call again Please call 
Returned your call A 


Vocabulary & Expressions Go further! 


background noise, to cut out, to pull up, to transfer 


to enunciate, I'm with you 


to restate, to disconnect, gap, to interject, urgent, to relay May | know the nature of your call? 


Now use the practice activities to review. Good luck! 


You'll have to forgive me, but ... 
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In this lesson, you will ... 


m Provide tech support to a client 


"II walk you through it 


Technical difficulties 


crash die 
fail won't connect 
break nr Device / system 
freeze is down computer tablets 
network server modem / router 
. program the Internet 
New or maintenance app (application) software / hardware 
install upgrade battery television 
hook up register cell phone DVD player 
- My computer programs are so outdated. I've — My phone froze while I was checking 
been meaning to upgrade them for some time. stocks. 
- Better do it sooner than later; it's for your - Perhaps you had too many apps open. 
own protection! 
EE] The ABCs of technology 
00o 
4 L ComputerExpertABC Technology G 


Computer Expert 


An entrepreneurial computer expert saw the 
nonstop growth of technology and realized there 
was a gap in the public's ability to maintain and fix 
their new gadgets. So he founded ABC Technology, 
the first 24-hour technology task force, dedicated 
to fixing technology big and small in homes and 
for corporations. The company is staffed by highly 
trained and skilled computing specialists, home 
entertainment installers, appliance repairers, and 
autotechs. Technicians are accessible 24 hours 

a day by phone or online, while specialists are 
dispatched to the home or office during the day. 
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Provide tech support to a client 


[] Let me walk you through the steps 


Tech-specific questions 
Troubleshooting 


A. I'm sorry to ask the obvious, but is it plugged in? i E 
B. When was the last time it was updated? ein son 
come with your device 
C. First of all, did you register your device? when you purchase it. 
D. Did you follow the instructions? They can typically be 
E. Did you troubleshoot the device already? found in the manual or 
F. Do you have the software you need to run the program? on the Internet. 
1. My computer won't start; 3. My tablet is running 5. I can't connect to my 
I think it's broken. really slowly. department's printer. 
2. | can't open an attachment 4. | followed the instructions 6. This new program | 
in my email. and plugged every cable in. just installed won't run. 


Why won't my Internet work? 


H Do you think I'll be able to recover my files? (Tracks 26-27) 
A. 


USEFUL PHRASES (C) 


1. You said you... 4. What exactly is the problem? 

2. Let me see if | understood that correctly. 5. In other words, ... 

3. Can you restate the issue? 6. Could you explain it in more detail? 
Vocabulary & Expressions Go further! 
technical difficulties, tech support, gadget Your computer may be due for a tune-up. 
network server, appliance, to dispatch You may need an adapter; do you have a / the ...? 
obvious, to troubleshoot, to browse warranty, defective, corrupt 


to scan, remotely 


Now use the practice activities to review. Good luck! 
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Considering the circumstances 


In this lesson, 
you will... 


m Express empathy 
to a client 


Have you ever appealed to a business 
partner's or a colleague's empathy? 


Have you ever felt sorry for a client 
or a business partner? 


Has that ever affected your business 
decisions in some way? 


[8 To make an exception or not to make an exception? 


A large national cable company came under fire when it demanded a $200 
fee for a lost cable box and said it would assess additional late fees against a 
customer if she failed to pay. 


Day-to-day that is not an unusual demand, but the request to waive the 
replacement fee for the device came from a recent tornado victim who had 
lost more than just the cable box in the disaster. The company told the victim 
to “look around the neighborhood” for it and that's when the story went viral. 


Considering the circumstances (and only after the company was publicly 
humiliated), company executives finally backed down and issued this 
statement: “[We] will not charge customers for missing, destroyed, or damaged 
equipment as a result of the recent tornadoes.” 


E Considering the circumstances 


A. : to be criticized or attacked 

B. : to dismiss a rule or penalty 

C. : person who is harmed as the result of something 

D. : to become popular quickly (especially online) by spreading from person to person 
E. : the condition or state of a situation 
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Express empathy to a client 


Æ Registering a client's emotion 


If a client is angry and yelling, does it help the situation if you yell back? No, but responding 
with the appropriate tone of voice, speed, and word choice can work wonders. 


informal be informal 

angry listen, show that you care 
panicked show a sense of urgency 
overburdened be helpful, show empathy 
sad or frustrated be sympathetic 

cheerful smile, be enthusiastic 


EH] Empathizing with a client 


USEFUL PHRASES C) 


I'm sorry to hear that. | can make an exception this time. 
| hope things get better for you soon. | don't see why not. 
That's understandable. Considering the circumstances, | can... 


El] Put yourself in my shoes (track 28) B 


How would you respond to the client? 


Vocabulary & Expressions Go further! 


empathy, circumstances, empathetic, to waive I'm sorry to hear of the hardship you endured. 

to make an exception, to come under fire | know this must be a tough time / difficult situation. 
to go viral, panicked, overwhelmed, sympathy to put (oneself) in someone's shoes 

sense of urgency, robbed, mugged, flustered sympathy vs. empathy 

| appreciate ... 


Now use the practice activities to review. Good luck! 
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Sure, that would be acceptable 


In this lesson, 
you will... 


m Explain customer 
service etiquette 


Which is more appropriate: 
friendly, or formal? 


E True or False? 
On the phone 


1. Introduce yourself first, even if you are receiving the call. 

2. Don't personalize your greetings, especially for repeat clients; generic greetings are preferred. 

3. Ask for permission to put your caller on hold. 

4. Answering the phone while eating or chewing gum is okay. 

In person 

5. It's okay to shake hands when you introduce yourself even if no transaction is being made today. 
6. Make sure to stand closer than two feet away from the person you are talking to. 

7. It's okay to spontaneously touch the other person's arm or shoulder in moments of enthusiasm. 
8. Making eye contact with a woman is not allowed. 

Email / online 

9. Keep the previous message thread when replying. 

10. It's okay to cc someone not originally involved without mentioning it first. 

11. Send an update if an issue is taking a long time to figure out. 

12. Hit “Reply All" every time you send a message back and forth between a group so that 


everyone stays informed even if the message is intended for one person. 


[DJ I've cc'd our Head of Operations 


A. “May | put you on hold for just one moment?” 

B. “Hello. You've reached Apex Industries. This is Sharon Shadee, customer service specialist.” 

C. “I'm emailing to keep you in the loop of new developments on your order.” 

D. “I've cc'd our accounting manager on the issue so you two can be in touch.” 

E. you / ? / please / , / Can / hold 

F. manager / need / you / directly / cc'ing / l'm / . / accounting / case / email / to / our / him / in / also 
G. in / know / in / should / I'm / to / two / check / emailing / your / days / let / . / order / you / 


just / ship / and / that 


H. Shadee / may / ? / Sharon / desk / Apex / you / of /, /1/ Industries / How / you've / help / 
reached / the /. 
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Explain customer service etiquette 


E Cultural norms of most English-speaking countries 


Eye contact—Whether you are briefly talking to a client for the first time or having a long 
interaction in person, it's best to make eye contact when you speak to show you are paying full 
attention to them. The same goes for your boss and colleagues; status does not dictate eye 
contact norms. Avoiding eye contact may suggest that you are uncomfortable, have something 
to hide, or are uninterested. 


Speaking distance— Americans in particular stand farther away from one another than other 
cultures when talking; a distance of two feet or more is normal. If you stand too close (within 
two feet), it may make an American uncomfortable. 


Touching— While gently and shortly touching acquaintances on the arm or shoulder when 
leading them somewhere or in moments of enthusiasm when explaining something is generally 
okay, be careful with prolonged touching and who you touch. Touching someone should be 
assessed on a case-by-case basis, since some people perceive touching as inappropriate, 
especially between men and women. 


Misc. —1. In an appropriate situation, smiling is not only accepted but very encouraged of company 
representatives. 2. Once clients introduce themselves, it is professional to insert a Mr. or Mrs. / Ms. 
before their name. 3. Be wary of gift giving; small things are perhaps acceptable, but other things 
may be considered a bribe. Your company may typically outline gift giving and receiving policies. 


El One-size spiel doesn't fit all ar 
Good morning Mr. White! This is Harlan Wolfe, head of ef Use a natural tone of voice 
licensing with the Sayville Paws baseball team. You “EL offer a sincere greeting and introduction | 
contacted our company to inguire about licensing g State your purpose 
pricing. I'd be happy to help you find a price option Personalize the message 


Stay customer « 


that fits your budget. We've licensed to hundreds of 
Be professional throughout 


companies and have many great economical options for 
you to choose from. Is now a good time for you to talk? 


Vocabulary & Expressions Go further! 


etiquette, spontaneously, enthusiasm, (email) thread brief and to the point, wordy, rule of thumb 
to cc, BCC, generic, in the loop, cultural norm to mind (one's) Ps and Qs, buzz words 
to pay attention to, to dictate, wary, bribe, spiel jargon 


licensing, sincere 


Now use the practice activities to review. Good luck! 
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There's nothing like it on the market 


In this lesson, What is this product used for? 
you will ... Locating: “I'm having trouble finding ...” 
Ordering: “Do you take debit or credit?" 
= Help clients purchase the Determining: “I'm having trouble deciding between ...” 
best product or service Describing: "I can't remember exactly what it looks like, but it has a...” 


[O Is this what you mean? (Tracks 29-31) 


PN DO: fac. 


[] What feature is most important to you? 
1.- I'm a good printer model that fits our budget ... 


— Perhaps it for you to purchase an extended warranty 
along with the printer. 


- Oh yes, you're a ! 
2. - | want to host a small party for the team to celebrate but also to keep their 


morale . We have a tough quarter coming up and we 
we can get. 
3.- The Si and E3 are both very attractive, but I'm them. 
— Well, what is the vehicle's most to you? 


E Asking probing questions 


Asking probing questions is, in other words, asking a series of questions to clarify a customer's 
needs, feelings, and wants to find the “best fit" product or service. Each successive question 
builds on the customer's answer to the previous question. Open-ended questions usually come 
after “yes or no” ones. Examples: 


1. What brings you in today? 
2. | see you're browsing our SLR cameras. Are you interested in more information about them? 
L> Who will this camera be for? 


Ly, ? 
3. | see you're having trouble deciding on a coffee maker. Would you like me to help? 

Ly Will this coffee maker be used at home, in the office, or somewhere else? 

Ly ? 
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Help clients purchase the best product or service 


EI I'm sorry I couldn't be of more help 


1. “I'm sorry. We're out of stock / sold out 


i You are out of a product, have ordered 
of that item at the moment." 


it already, but the manufacturer needs 
2. "We don't offer tech support on our to send you more of it. 


products.” You do not have an item that you 
3. “It's on backorder. It should be here normally do. 


in about three weeks.” You do not sell that product / offer that service. 


Your turn! 
1. We're sold out at the moment, but 


(sell it to you now / pick it up in-store / deliver it to your office) 
2. We don't carry that brand, but 

(special order) 
3. That’s on backorder right now, but 

(notify / becomes available) 


E] Would you like to talk about our products? 


The number of people who abandon their online shopping carts used to frustrate 
companies. They were left wondering why their customers didn't complete the 
transactions they initiated. Customers, on the other hand, did so for various reasons. 
Either it was something as simple as wanting to calculate their shipping costs to 
compare among retailers, or more complicated—like facing limited payment options 
or a complex purchase process. Many companies reacted by making information easier 
to access on their webpage and most importantly, by implementing online support 
chats where a pop-up window appears with a message from a live customer service 
representative while a customer surfs the site. Customers now have the ability to go 
back and forth with the rep with any questions they might have. 


- Hi! Do you need any help checking out? — Can I help you with anything today? 

— Sure! If I hit the “next” button from this — Actually yes. | can't pay with my debit card. 
screen, will my purchase be finalized or do - I'm sorry. We don't accept debit, but you can 
| have a chance to edit my order? pay by credit cards or electronic transfer. 

Vocabulary & Expressions Go further! 

function, feature, to have trouble (+ing) to break down (a task) 


mind reader, motivation, morale, fleet 
to ask probing questions, to chat, pop-up window 


Now use the practice activities to review. Good luck! 
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| just want my dci it 


In this lesson, you will ... 
“If you expect a refund, 


m Process a refund or an exchange file early.” 


. Order was ess 5. There was indecision at point of sale. 
a Client changed his / her mind. 6. Client's circumstances (plans) changed. 
3. Product was damaged. 7. Client ordered too much of something. 


4. Product was not what the client was expecting. 


A. “| had ordered the size A frames, but instead I received the size B.” 

B. “| bought these for the conference, but the conference ended up being canceled.” 

C. "The product you sent us has a crack down the side that I didn't notice until just now.” 

D. “We weren't certain how our consumer base would react, so we purchased both types 
to test the market." 

E. “We decided we didn't need this product after all.” 

F. "This isn't exactly what I thought it would be.” 

G. "We have excess stock and we need to clear it out before the next quarter.” 


E] What is your return policy? 


Full refund within 30 days Conditions apply to refunds No-questions-asked, unlimited 
with proof of purchase. _ over $5,000. returns; exceptions apply. 
Credit only for returns. Full refund within 30 days, Only unopened products, in 
“Full refund with receipt, — Cre Ooh Aer te as the original condition and 
credit only without. All purchases are final. with receipt, will be accepted. 


E What's wrong with it? 


dented scratched chipped cracked 
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Process a refund or an exchange 


E I'd like a refund, please (Tracks 32-34) 


B | = | — 


Outcome: 
1. The caller decided to the company laptops. 
a. refund b. exchange 
2. One computer was in bad when it arrived. 


3. His order number is located on the 


B 

Reason: 

Outcome: 

4. The client is the item he purchased. 
a. refunding b. inquiring about exchanging 


5. The client initiated the phone call because what he ordered 


was not to his 
6. The client thought he received a headset. 


B a 


Outcome: 

7. The client needed to get rid of 
a. excess stock b. extra stocks 

8. To process a return, the publisher needs the client to fill out 
a 

9. The publisher can only for up to 10% of 
the purchased stock amount. 

E] Partial refund 


— We are able to take back the laptops but - I can only offer up to 10% of your purchase price. 
not the chargers. — We can credit your account. 

- I'm sorry, but I'm afraid | can't process 
your request. 


Vocabulary & Expressions Go further! 


refund, conditions, return policy, merchandise, credit, faulty valid, legitimate 
dented, chipped, purchase order, to (one's) specifications We'll cover shipping costs. 
packing slip, stock (= inventory), to send back less a ... fee, forfeit (v., adj.) 


| would like my money back. 
It is not what | was promised. 
It looks nothing like (the advertisement). 


Now use the practice activities to review. Good luck! 


26 ©2014 Berlitz Languages, Inc. Customer Service ® Unit 13 


Unit 14 


Thank you for bringing this to our attention 


In this lesson Ae 
: É . « Sdissatisfied 3 
ul complaint’ poor service > 
m Take care of a disgruntled 2 incompetent 2 
disgruntled client (ab) = = 
So 
sc 


Some statistics about customer service 
* One out of every four customers is dissatisfied with some * The average “wronged” customer will tell 8-16 more 


part of customer service. people about his / her negative experience. 
* Surveys say that for every customer who complains, there * 80% of complaints received by an organization are 
are 26 others who never say anything about poor service. likely to have poor communication as their root cause, 
. Reducing client retreat can boost profits by 25-85%. either with the client or within the organization itself. 
In 73% of cases, the organization made no attempt to * 80% of lost clients result from the feeling that the 
persuade dissatisfied clients to stay, even though 35% company “just doesn't care about me or my business." 


said that a simple apology would have prevented them 
from moving to the competition. 


E] Word families 


appalling / appalled ® 
frustrating 
® incompetence 
to conduct (©) 
angry 
to ignore ® 
offense 
Your turn! 
1. Dealing with that company was so , | must have called six times and 
explained myself over and over again before my issue was resolved. 
2. | couldn't stand the way he himself as if he were the king of the world. 
3. When | first walked in, | was by the company’s staff. No one wanted to 
break away from their conversation to acknowledge me. 
4. | took to his comment saying that my problem was unimportant. 
5. | was completely by his lack of in closing my account. 
He should have been trained to do that from day one! 
6. She made me so when she refused to admit her mistake! On top of that, 
she made the remark that it was my own that caused the problem, which | 
found highly ! 
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Take care of a disgruntled client 


EE) To whom it may concern 


2 n 


To whom it may concern (and I hope thie concerns you), 


[ am not usually the person to formally complain to a company, but 
this incident was exceptionally appalling and | felt that | had to share 
it. | wag interested in renting out your hall space to host a business 
luncheon and I had called to inquire about rates and amenities. The 
representative who answered the phone was rude and impatient 
and tried to pass me off at the first chance he had to “someone 
who could help me with that.” He thought he had transferred me, 
but instead | remained on the line while he put down the phone and 
went back to hig conversation with another coworker. (That only goes to show you hig 
incompetence with handling the telephone.) | overheard the two employees gossiping about 
a fellow employee and what they were gaying was highly offensive! They were making 
inappropriate remarks about their female coworker to the point that | could not stand it 
any longer. I hung up and decided | won't be doing business with you again. | would like to 
gee how you intend to solve this issue and | expect a response from you. 


Thank you, Abina Sy 


H] Useful phrases 


1. Please don't take this the wrong way. 
6. The person(s) in question will 
2. You misunderstood. ) be dealt with accordingly. 


3. Thank you for bringing this to our attention. } 
4. | didn't mean to offend you. } 


Vocabulary & Expressions Go further! 


5. We are taking steps to resolve the issue. 


7. I'm sorry. | didn't mean it that way. 


disgruntled, appalling, conduct (n., v.) My sincerest apologies for (your bad experience). 
to offend, frustrated, incompetent I'm following up on a letter you wrote regarding ... 
to overhear, to gossip, inappropriate It was poor communication on our part. 
exceptional, inadequate | take full responsibility for ... 


abominable, atrocious, dreadful, mediocre 
passable, adequate, phenomenal 


Now use the practice activities to review. Good luck! 
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The customer is always right ..., right? 


° ; | They often 
In this a =; treat me as lients o complain 
you will ... De its hard | ae to yell | if I was the te Dr Us | ER É oe 
, | at them, | one who c mos Be 
m Respond to an not to hang UP | because I | their u unreasonable for free, 


A n them. | didn’t do ; pass 
unreasonable client MM | didnt do ity “demands r 


El Revisiting the Golden Rule of customer service 


“The customer is always right” Article 


A few big names in retail are given credit for coining the phrase “the customer is always right” at the 
beginning of the twentieth century: Harry Gordon Selfridge (1856-1947), John Wanamaker (1838- 
1922), and Marshall Field (1834-1906). The purpose of the phrase is to remind employees to put the 
customer's or client's satisfaction before theirs. But now, many people think this phrase is misleading, 
so misleading, in fact, that a service research firm decided to investigate the accuracy of the slogan. 
It found that clients cause about a third of the problems they complain about. Simply put, one cannot 
always give the client what they want. What one can do is meet a client's reasonable expectations 
and needs. Here, we have reworked the popular business slogan into two separate ideas: 


1. Clients deserve your 
effort / to / in / sincere / their / trying / meet / needs 


2. Clients need to be shown that 
opinions / valuable / to / are / and / your / their / important / business 


El Unreasonable types 


Entitled 


These clients have high expectations and a sense that they are your most important client. They feel as though they have the 
right to everything and may ask for discounts and special treatment. When they don't get what they expect, even if it's out of 
your capacity, they complain. Many service people consider them rude and over-demanding. 


Deceiver 


Clients who aim to deceive you may simply tell a white lie, such as “so-and-so company 
did this for me, why can't you?” to gain a personal advantage. Or, they may be covering . 
up a mistake they made because they feel it's too late to admit that it's their fault now. “Comp” (n.) is short for 

“complimentary,” something 


Dissatisfied and expressive you get free of charge. 
These clients treat complaining like it's a sport. They are extremely picky and are likely Originally designed to reward 


to find something wrong with everything. They often fish for freebies, comps, or upgrades T poet ey Rn NOW 
through their complaints. 99.10 complaineis AS WEN 


Insistent 


These very demanding clients won't go away until they get what they want. Short of threatening you, they insist that all their demands 
be met. If they call to tell you a delivery did not come on time, they want it now. They may call back a few times until their wants are met. 
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Respond to an unreasonable client 


EE] It's like putting a square peg in a round hole 


If you'd like to speak with my 
supervisor, perhaps he / she 
will be able to help. 


That is simply beyond my capability. You're comparing 


apples to oranges. 


The best / fastest / closest 
thing I can offer you is ... 


That would be unfair to ... 
Unfortunately, we cannot accommodate that. What I can do for you is ... | 
E In your own words (tracks 35-37) 


What you would say to the client: 


There must have been a mistake / 
misunderstanding. 


What the representative said: 


What you would say to the client: 


What the representative said: 


What you would say to the client: 


What the representative said: 


Vocabulary & Expressions Go further! 


misleading, slogan, practical, to coin a phrase, entitled There's no pleasing them. 

to deceive, white lie, freebie, to fish for Give someone an inch, they'll take a mile. 
to give someone the benefit of the doubt to take the bull by the horns 

apples to oranges, capacity, to accommodate to defuse 


Now use the practice activities to review. Good luck! 
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Room for improvement 


In this lesson, 
you will ... 


m Respond 
to client 
feedback 


E] What needs to change 
63) Lack of communication 
A Disorganization 


ER 
de 


€) wait time 


H Responding to feedback 


Cumbersome (order) process 


USEFUL PHRASES (_) 
THANKING 


Thank you for your suggestion. 
We appreciate your comments. 
Thank you for your concern. 
You helped us uncover a flaw. 
Thank you for your feedback. 


Thank you bringing that to our attention. 


E] What's another way to say this? 


Constructive criticism 

Rather than leaving a simple complaint, constructive 
criticism goes a step further by communicating an issue in 
a positive way. Constructive criticism is often accompanied 
by a suggested solution. This type of criticism is much 
more specific, pointing out one particular issue rather than 
a general sense of disappointment. It is often a company’s 
first step in the problem-solving process. 


Technology failure 
at Treatment from an employee 
Outdated product 


$% Product / service quality 


ACTION 


Based on your suggestions, we ... 

We will make a note to inform our ... about the ... 
We will take steps to... 

We were able to... 

Next time you do business with us, you'll find that ... 


Constructive criticism at its best will result in the items listed in the left column below. But 
customers don't want to hear corporate talk when you follow up with them after they leave 
you feedback. So what are layman's terms for what customers’ feedback helped accomplish? 


a. reduce costs to the 1. get the most out of what we have 


consumer 2. decrease the amount of time it 
b. streamline the ... takes to... 
process 3. make our products more affordable | 
c. tighten operations 4. make our products easier to use to put something in layman's 
É ici ; terms = to explain somethin 
d. increase efficiency 5. improve the way we operate een Si inata 9 
6. make it easier to... 


e. cut down (wait time) 


f. improve functionality 
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Respond to client feedback 


E] I just have a few suggestions (track 38) B 


Issues: 


What problem it relates to: 


El Customer communication 


P Fine Auto Dealership Your response: 


Please take a moment to leave us your thoughts, comments, 
suggestions, questions, or ideas about your experience today. 
We'd be happy to hear from you! 


| purchased a vehicle here today and while I’m happy 
with the car, there were a few things that could have 
gone smoother during the process. First of all, there was 
a problem with another customer’s purchase and most 
of your salesmen were a little distracted. | talked to three 
different people, since each kept excusing himself for 

a few moments at a time. That also slowed down the 
test-drive process. The computers the staff was using 
looked really old and it took a really long time to process 
the background check. You really need to update your 
computers and make sure it does not take four staff 
members to address a problem so that the other three 
can be assisting customers. Your redeeming factor is the 
great selection of cars in good condition. 


Vocabulary & Expressions Go further! 


constructive criticism, to hack Thank you for taking the time to bring this matter to our attention. 
lack (n., v.), cumbersome Based on your suggestions, we've implemented ... 

outdated, obsolete, flaw It was a team effort, but | believe we have resolved your issue with ... 
plan of action, to streamline to swallow (one's) pride, to go green, to eat (one’s) own words 


Now use the practice activities to review. Good luck! 
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Being a people person 


In this lesson, 


you will... ee 
“Every position is a customer 
E Interview for service position." 


a customer 
service position 


[El We are looking for ... 
eco 


<q © Job Listings: Organic Communications CG 


Organic Communications is a billion-dollar industry leader in telecommunications with 


5 3 a 5 i Characteristics: 
agents operating all over the world. We are currently seeking a bilingual (English and Spanish) AT CA 


customer service specialist who is motivated, charismatic, and passionate about people. Charming 
Qualifications Optimistic 
Ideal candidates will demonstrate a willingness to work on a team and display Proactive 
a positive attitude at all times. They will be customer oriented, optimistic, Social 
entrepreneurial, and an attentive listener. When faced with a difficult situation, f 
they will act in anticipation of a problem. Most importantly, they will possess Self-motivated 
excellent verbal and written communication skills. A bachelor’s degree and a Leader 


minimum three years’ customer service experience are a must. 


Team player 


[] Tell me about yourself 
1. l'm very much a person; I start projects and initiatives of my own accord. 


2. Would you say you are a , meaning, do you work well with other people? 
3. We're looking for a person who is enthusiastic about talking to people, you know, someone who 


is really about people. 
4. | always leave a good impression on customers; my colleagues think I'm very 


5. I'll tell you about my endeavors. During my time at Acme, | was promoted to 
team supervisor and introduced a new method of customer acquisition that generated an extra 
$300,000 of sales annually. 


Æl I'm an excellent mediator 


EE Gim Eds te a to act as the middleman between two parties to reach an agreement 
m b to interfere between two people, usually to prevent something from happening 
: a to mechanically fill up a number of bottles, like an assembly line 
2 to botile Something up b to hold one's feelings in and not discuss them 
7 a the feeling that someone is unworthy of one's consideration or respect 
b a formal request for money or other coverage under the terms of an insurance policy 
- a thinking about the rights and feelings of other people; showing kindness 
b not adequately considered 
a something artificial and not real—meant to fool someone 

5. fraudulent 


b dishonest, done in a cheating or deceitful manner to one's benefit 


Customer Service ® Unit 17 ©2014 Berlitz Languages, Inc. 33 


Interview for a customer service position 


Are you a team player”? (Track 39) B 


Topics: 
Name: Absenteeism 
Stress 


Sunde High volume 


Difficult customers 


From: Customer complaints 
Employee relationships 


Customer relationships 


Interview questions 


eon What experience do you have with ...? 

A) How would you handle ...? 

" Give me an example of a time when... 

What aspect of your job do you like best? 

Why did you choose to leave your current company? 
What does having a “good attitude” mean to you? 


Points to hit 
A. 
Greet and introduce yourself. 


Confirm job position. Ask about background. 
Ask why candidate wants to work here. 

Ask about education, experience, personality. 
Ask how candidate handles difficult clients. 


Thank and invite for second interview. 


I} 


Vocabulary & Expressions Go further! 
personality, attitude, charismatic, entrepreneurial to win over, to pull (one's) own weight, knack 
passionate, proactive, people person, aspect credentials 


34 


pessimistic, the glass is half full / empty 


Now use the practice activities to review. Good luck! 
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Can | interest you in a brochure? 


: ?T False? 
In this lesson, What happens at a trade show? True or False 


you will Br 1. Companies exhibit their newest or most 


popular products. 


m Convert 2. Many people keep an eye on their 
prospects competition to see where they are headed 
to clients at next. 
an industry 3. Employees “trade,” company secrets, 
event especially new technology, so that everyone 


is equal. 

4. Trade shows are only for company 
employees; clients, the media, and the 
general public are never allowed. 


. Exhibiting at a trade show can be costly 
considering space rental, display setup, 
design, marketing, and the employees it 
takes to run it, but many companies think 
the cost is worth it. 


ul 


E] Brochure, flyer, or catalog? 


“| hope you'll pick up one of our 


. Also, if you leave me 


(of better quality and 
short lived, meant to design, includes more 
announce or inform detailed information 
of one thing) for reference) 


(typically one page and 


your details, I'll be glad 


to send you our latest 


by the end of the week. And if you would 
like to order today, I'll make sure you 


receive our introductory price. Thank 


Literatu re you for stopping by our " 


“Sandra! | was able to generate ten 
today. | must have 
spoken to at least 18 


who all came down to our 


(lists products available 
for sale, typically 
with photos and order 
information) 


because they picked 
up our at the front 


entrance. Your idea is working!" 
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Convert prospects to clients at an industry event 


EH What is another way to say it? (Track 40) B 


1. Do you want information 
about our product? 


. Do you want to try the product? 
. Do you want a brochure? 

Ask me a question if you want. 

. Who are you? 


. I'll contact you soon. 


naurwnH 


. Take my business card. 


El Follow-up 


“Follow up" can be used as both 
anoun and a verb. For example: 


“| have so many 
follow-ups to 
send." (noun) 

“I need to follow up 3 

with her soon." (verb) 


USEFUL PHRASES (_) 
Setting up a follow-up 


I'll contact you next week. 


May I have your business card so | can email 
you the ...? 


I'd like to keep this conversation going; what is 
your number / email? 


Do you mind if | contact you next week to ...? 
May I stop by your office next week? 


Following up 


It was so nice meeting you at the ... last week. 
I hope you found our brochure helpful. 

I'd like to set up a meeting between ... 

I'm sending you the quote | promised. 

I'd like to discuss further options. 

Did you receive the ... | sent you? 


Vocabulary & Expressions Go further! 


to network, prospect, to convert (prospects) 


catalog (catalogue Uk), flyer, lead (n.) 


unique selling point (USP), to mingle with 
prototype, beta testing, bug (= error) 


to rub shoulders / elbows with, jargon, talking points 


demo, launch (n., v.), bulk discount, to compile 


Now use the practice activities to review. Good luck! 
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It's the latest client communication solution 


In this lesson, 
you will ... 


W 


© Why do we use technology 
p at work? 


O 
= Optimize use of O What kinds of technologies 
client communication O are available for communicating 
technology with clients? 
pa Are they all easy for you to use? 


[8 Everything you need in one place 


Presenting Medeo Contax, the newest client communication management technology available! 


edeo unifies each point of contact into “tickets,” Benefits of Medeo Contax 

no matter how the inquiry was initiated. That c 
allows you to know that the client who left a voicemail is e Unites each point of contact into traceable “tickets” 
the same one who emailed three days ago with the same SESI latf 
request! Link and update your company’s social media asy-lo-use platform 
platform, keep track of bank statements, invoices, and e Medeo has its own email domain 


other clienttransaction documents, as well as any current : : ane 
promotions your company is running. This browser- e Access important documents and figures within 


based platform doesn’t require you to download large the same browser 
desktop programs. Purchase the Medeo software once e Create and manage scripted (but customizable!), 


and a license key for each user and you'll be ready to 
provide quality customer service in no time! 


ready-responses for limitless situations 


Use Medeo Contax for all your client communication management needs! Visit our website for a demo and free two-week trial! 


[] Keep track of it with a ticket! 


1. 


au op SN 


10. 


: program designed to perform many functions that run in an Internet browser 

: the person or department receiving a customer request or inquiry 

: to join or bring together in a single unit 

: the part that follows the “@" symbol in an email address, e.g., JSmith@xyz.com 
: begun, brought about, started 

:a code that allows a user to access software they purchased 


: this particular program's way of referring to a customer request or inquiry— 


something that can be acted upon 


:a test of something 
: the act of asking for information 


: software that performs a certain function (such as playing music, entering data) found 


on your computer's home screen; does not necessarily need the Internet to run 
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Optimize use of client communication technology 


EH Worldwide communication is key 


92 0 O Ultra Navigator — Corporate edition 
4 © http://www.MedeoContex.co/internal/host/C3PO/gbl.htm © Reader 


ps 
Management Program + m 


Sept. 19, 7:20am by Julia S. ID#2116 


Big Brewery sent detailed inquiry with brewery space 
dimensions for beer bottling. 
Space dimensions: 12,000 square feet (1,115 sq. meters). 


Pending 


Type: Business Inquiry Priority: High 
Date Started: 
September 18, 2015 /Time: 20:00 


q 


— 


Sept. 18, 8:00pm, Elizabeth, tinlizzy @bigbrewery.com 
Hello Julia, we consulted with the contractor today. Our available space for the brewing barrels is 


12,000 square feet (1,115 sq. meters). Please send us the final price as soon as you have it; demand 
is really high right now and we'd like to ramp up production asap! 


Type Post to Priority Status 
LoudMouth 
SocialCircle 
SayAnything 


2 Check out photos of our latest client’s successful new bottling facility thanks to 
>=! Energy Technologies Worldwide. We were able to help our client (Saugabell’s) 
double production without sacrificing the quality of the craft beers it brews. 


( z 
Doubled Production | X ... 
< © http://www.MedeoContex.co/internal/host/C3PO/gbl.htm © | Reader 


Bottling x 


Chat 
Technology a E 
Big Brewery price quote 
Craft Brews |X| 9 #99922 29-22-2255 22-5252 2-22 4244422244222 
Julia: Has anyone gotten back to Saugabell's with a final 
GLE price? They are trying to rush their bottling system. 
Manufacturing Mike: Yeah, | got two emails about it this morning. 
Account: Do you have the size dimensions? We will have 


that to you by EOD. 


X IX LEX LX 


Last message received at 2:56 p.m. 


Vocabulary & Expressions Go further! 
platform, browser, domain, desktop, helpdesk You wouldn't happen to ..., would you? 
field (n.), chatroom, internal, EOD, SEO to be in over (one’s) head 


learning curve, to utilize (utilise UK), client engagement cloud computing 


Now use the practice activities to review. Good luck! 


38 ©2014 Berlitz Languages, Inc. Customer Service ® Unit 19 


Cultural competence 


In this lesson, 
you will ... 


m Develop your team's 
cultural competence 


“Do as everyone else, 
be different.” 


EE) A slice of a day in the life of... 


Lee Eun-ha— South Korea 


Lee Eun-ha is a computer engineer in Seoul, South Korea, who is representing her company at a trade show today. When she meets her 
team, she bows. She asks her colleagues about their age and university degree. Later, she is talking with a pushy American salesman who 
makes her uncomfortable and a little annoyed, but she does not show it and continues to nod politely and smile; she even lets out a little 
laugh to hide her discomfort. He asks her whether she will get back to him if he sends her a brochure of his product and she nods “yes” 
and smiles purely out of politeness. 


Hussein Ibrahim Al-Falih—Saudi Arabia 


Hussein Al-Falih ships barrels of oil and gas to various countries for a large, national natural resources company. He calls his 
supervisors by their appropriate title with respect to their position at work and in society, that is, “Sheikh,” “Your Excellency” (for 
government ministers), or “Your Highness” (for royalty). Small talk with colleagues ranges between each other's families and children 
in general but never direct inquiries about individual children, especially adult-age women. Hussein's business meetings begin with 
social conversation, then business, but there is always a chance that the meeting will be interrupted. In a negotiation yesterday, 

he opened with an inflated proposal, but the conversation was always friendly and both sides expressed unresolved issues right 
away. Neither insisted on an answer until the other side had time to make a decision. Although, even when an agreement is reached, 
Hussein knows there is the possibility that the deal may be renegotiated later. 


Dave Anderson— United States of America 


Dave Anderson's day in the marketing department for an automotive company in California starts routinely. He answers emails, checks 
his appointment calendar, and decides what he needs to work on first. Any coworker he sees he greets by name and his usual "How 

are you?” His supervisor asks for Dave's opinion on the appearance of a brochure and they quickly chat about their weekend activities 
before going back to business. He takes a phone call from the printing department but apologizes that he has to end it early to make it to 
his business lunch with clients. When there, he's happy to see that the clients were punctual to the restaurant as well, and they engage in 
niceties before jumping into business shortly after. 


E] Find common ground 
Target culture Common ground Your culture 
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Develop your team's cultural competence 


EE) How exactly does one achieve “cultural competence”? (Track 41) B 


1. : (n.) an expression whose meaning cannot be 
determined from each word separately. Typically 
particular to one language; difficult to translate ida dera 
2. : (figure of speech) to say something you regret— blunder 
something stupid, insulting, or hurtful common ground 
3. : (adj.) causing embarrassment or discomfort idiom 
: (adj.) causing dislike of something or someone; off-putting 
not likeable E 
5. : (n. or v.) a careless mistake made because of ottensiye 
ignorance or thoughtlessness to put one's foot 
6. : (expression) said at the beginning of a statement in one's mouth 
advising you to do or not do something in an rapport 
uncertain situation stereotype 
7. : (n.) a friendly, trustworthy connection or ; 
relationship with another person lan aaa) 
8. : (n. or v.) an oversimplified, generalized view or 
opinion of other people 
9. : (adj.) rude or insulting; causing someone to be 
highly angry or hurt 


AJ I'm sorry if I offended you (track 41) B 
What are some ways you can learn about your target culture? 
1. 
2. 
3. 
4. 


What are some things you can say if the communication is going wrong? 


1 

2 

3 

4. 

Vocabulary & Expressions Go further! 


idiosyncrasy, nuance, values, upbringing, background Do you mind my ting ...? 
faux pas, hierarchy, pushy, to find common ground That may be perceived as ... 
to adapt, customs to come off / across as... 
Everybody's different. mores 


To each their own. 


Now use the practice activities to review. Good luck! 
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Useful Expressions 


Offering assistance 
Is there anything | can do for you? 
How can | be of assistance? 


Making small talk 

It's a beautiful day today, isn't it? 

Did you hear about the corporate merger? 

Do you think the Jays have a chance of winning tonight's game? 
So, what do you like to do outside of work? 


Asking for information 

Could you tell me more about that new e-reader? 
What's the difference between these models? 

I'm looking for a printer. What do you suggest? 
Do you know a good caterer for business events? 
I'm on the fence about the company logo. 

I'm in the market for office furniture. 


Agreeing or disagreeing with a recommendation 
That's a great suggestion. 

I don't know if that's right for me. 

That's a far cry from what I'm looking for. 


Responding to a client complaint 

It seems as though we've overlooked your order. 

It appears to be an oversight on our part. 

That'll never happen again. 

| assure you we'll fix it. 

I understand how frustrating this must be. 

If you continue to talk in a threatening way, | will be forced to end this conversation. 


Apologizing 

| apologize for any inconvenience this may have caused. 

My sincerest apologies for your bad experience. 

I'm following up on a letter you wrote regarding your account closure fee. 
It was poor communication on our part. 

| take full responsibility for this oversight. 


Explaining a company policy 

I'm afraid we don't accept returns without a receipt. 

I don't have the authority to fulfill your request. 

It's against company policy to disclose confidential information. 

I'm afraid | can't provide you with this number unless you confirm your identity. 


Offering a nicety to a client 

We enclosed a $10 promotion code as a token of our appreciation. 
Please accept this voucher for your trouble. 

Let us offer you a complimentary meal. 

It's our treat. / It's on us. 

We'd be happy to give you a refund. 
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Useful Expressions 


Asking technical questions 

When was the last time it was updated? 

Did you follow the instructions? 

Did you already troubleshoot the device? 

Do you have the software you need to run the program? 


Checking comprehension 

You said you were sent the wrong item, correct? 

Can you restate the issue? 

In other words, you would like to know why you were charged for this service. 


Empathizing with a client 

I'm sorry to hear that. 

| can make an exception this time. 

| hope things get better for you soon. 

Considering the circumstances, | can grant you emergency access to your account. 


Taking care of a disgruntled client 

Please don't take this the wrong way. 

I'm sorry. | didn't mean it that way. 

| didn't mean to offend you. 

What I can do for you is prioritize your order. 
That is simply beyond my capability. 


Responding to feedback 

Thank you for your suggestion. 

We appreciate your comments. 

You helped us uncover a flaw. 

We will make a note to inform our IT department about the faulty software. 
We will take steps to ensure that this issue never occurs again. 


Setting up a follow-up 

May I have your business card so | can email you the article you were interested about? 
I'd like to keep this conversation going; what is your number / email? 

Do you mind if | contact you next week to arrange a meeting? 


Following up 

It was so nice meeting you at the trade show last week. 
| hope you found our brochure helpful. 

I'm sending you the quote | promised. 

I'd like to discuss further options. 
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Supplements 


Unit 1 Extension 1, Level 5-6 


Body Language—Sometimes What You Don't Say Speaks the Loudest 


In face-to-face interactions, body language may tell everything about you that you're not saying. How 
you stand, where you cast your gaze, and even where you point your toes (in some countries) can be 

a reason for anger, offense, or displeasure for your customer. To make sure that your body language is 
saying the right thing, be mindful of the following: maintain eye contact with your customer and don't 
keep looking away; square your shoulders up to point toward him / her; uncross your arms and don't be 
afraid to move them for emphasis (just don't overdo it); don't slouch or sit back in your seat and sit as if 
you are interested in what the customer is saying; and most importantly—smile! 


Supplements 


Unit 3 Extension 1, Level 5-6 


Posish Hotels—A Case Study in “Return on Service” 


Posish's motto is “Runs on Service” and beyond; having 30 million guests in their chain of worldwide hotels 
at any given time, the company is best known for its incredible customer service. Founded in 1995, Posish's 
founders immediately set their goals high—they wanted to achieve $1 billion in revenue by 2005—and 

to do it, they would offer the best customer service they could, the kind that went beyond the service the 
hotel supplied. For a company that spends relatively little on marketing and advertising (I'm sure you've 
never seen an advertisement from it), most of its growth came about by word of mouth and staunch brand 
loyalty, which means that going above and beyond the call of duty is the norm at Posish Hotels. 


These are just a few of the ways in which Posish Hotels go the extra mile: 

* Late one evening, when Posish Hotels in France ran out of baguettes used to prepare their famous 
Posish sandwich, the chef called up a friend and owner of a nearby bakery (which had closed for 
the night) and convinced him to open again to sell him the baguettes he needed. 

* A woman hadn't planned on extending her stay at Posish, but an injury prevented her from 
traveling home. When she checked back into the hotel, Posish delivered flowers to her room along 
with an entertainment package free of charge since she was immobilized. 

* The company overnighted a violin left behind in the room by a musician who was performing the 
next day and had forgotten his instrument when he checked out. 


This is possible through an intense new-hire training session and a policy that gives Posish service 
representatives certain authority to make decisions on their own. Needless to say, Posish reached its $1 
billion sales goal in 2003, two years earlier than expected. In 2014, Posish was acquired by Worldwide 
Hotels for $1.2 billion. As part of the deal, Posish was allowed to remain an independent entity, providing 
the same service it was founded on while striving for more. 


Supplements 


Unit 8 Activity 3, Performance 


Role card A 


You are the personal assistant to Prel Nakov, marketing executive at Essential 
Contact, a nationwide advertising agency. Mr. Nakov is out of the office and working 
off-site at one of the production centers. He and a group of people (including you) 
are scheduled to have a conference call for a branding campaign tomorrow. 


The phone is ringing now. 


Role card B 


You are the advertising coordinator for GeoCan, an electronics company that is 
looking to put a new line of headphones on the market. You are scheduled to have 
a conference call with Mr. Nakov and his team tomorrow to discuss your branding 
campaign, but something has come up. You have to reschedule your conference, 
which involves letting everybody know of the change. 


Call Mr. Nakov to reschedule the conference call. 
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Supplements 


Unit 9 Activity 3, Task 
We're having some issues 


What exactly seems to be the problem? 
Yes, everything is plugged in. 


Well, we've hooked everything up and we can hear it working, but the screen is still dark. Our 
presentation starts in 15 minutes. We've really got to get this figured out. 


Yes, it's near hot right now. We've been trying to figure this out for some time. 
Oh. Uh, no. 
Does the computer indicate that it's connected to the projector? 
1 We're having some issues getting the projector to project our presentation on the screen. 


Did you give the lamp in the projector time to warm up? Sometimes it takes a few minutes before an 
image appears. 


Yes, it recognizes the device. We've used this projector many times from this computer. 


Don't worry; we'll get to the bottom of this. So the projector is plugged in and the VGA cable is 
hooked up? 


Hmm, this is going to sound really obvious, but | need to check. Has the protective cap been 
removed from the lens? 
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Supplements 


Unit 12 Activity 4, Performance 


Role card A 


You are browsing online for office furniture for the new office space your company 
is expanding to. You need a large amount of furniture—at least fifteen cubicle 

sets (desk + chair), two lounge couches, and about ten new desk chairs. You're not 
too concerned with how the furniture looks; you just want to get a good price on 
it, but you are worried about how you will get the furniture to the office and how 
much shipping will cost. You are paying with your company's corporate credit card. 
After a few minutes of browsing, a pop-up chat window appears from the website's 
representative. 


Role card B 


You work in the online customer support department of a large office-furniture 
supply company. You just recently got a shipment in of brand new designer furniture. 
It's a little expensive, but beautiful. That means that some other older furniture is 
on sale to make room for your new stock. Your company delivers the furniture at 
very reasonable prices. Right now you are running a special delivery fee of $300 if 
customers buy 30 individual pieces of furniture. You accept all major credit cards 
and have a conditional three-month return policy with an additional $150 pick-up fee 
for returned furniture. Your system just showed you a message that a customer has 
been browsing the website for more than 15 minutes. You message the customer to 
see if he / she needs help with anything. 
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Supplements 


Unit 15 Activity 2 


What kind of client is this? 


1. 


It is best to give this client the benefit of the doubt even if you think they may be Iying. If you accuse 
them of Iying, it will only make the client defensive. Empathize with the client and offer what you can do 
for them. Either admit there was a misunderstanding or explain that companies operate differently. 


> 


. Explain why something can't be done if this client is insisting that you do something outside of your 


capacity. Try to calm them down or involve the client in their request by asking for input on how 
something can be done so that the client takes on part of the responsibility. Forward the client to a 
supervisor if necessary. 


— 


. Try your best to prevent giving this client something to complain about. Pay special attention so that 


everything is taken care of properly for them. But if you must deal with their complaint, then make them 
feel like they are getting the royal treatment. 


> 


. Many companies will handle this client by giving them something small for free, since that is about the 


only way to satisfy them. For example, they are given a free meal or dessert if something went wrong 
at dinner. The best thing you can do is try to determine whether their complaint is legitimate and save 
your large freebies (such as a free flight or hotel stay) for when the situation really calls for them. 


> 
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Supplements 


Unit 17 Activity 3, Performance 


Tunde Kandeedat 
Cape Cod, Massachusetts 
Tel. +1 (508) 777-9253 
tk@email.com 


EDUCATION 

Massachusetts University - Massachusetts 2006 - 2008 
MA Communications 

Stepstone University - Massachusetts 2002 - 2006 


BA Political Science 


EXPERIENCE 


Team Leader - Insurity Global 2013 - 2016 
Led a team of 15 in the injury insurance claims department. Implemented email initiative 
and online claims forms to reduce call volume by 20%. 


Insurance Claims Agent - Insurity Global 2008 - 2013 
Handled upwards of 15 claims a week. Worked on a team. Trained on the job. 


President of African Politics Special Interest Group 2006 - 2007 
Led the special interest group on organizing fundraising events, election endorsements, 
and group get-togethers. 


Intern - NGO and co-Peace Foundation 2004 - 2006 
Learned about proactive initiatives to keep peace in war-torn countries, implementing 
educational services and fundraising. 
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Supplements 


Unit 18 Activity 3b, Task 
Why not? It can't hurt 


1 What exactly seems to be the problem? 
Yes, it was my pleasure. Would you like to take a brochure and catalog home with you today? 
Well, thanks for taking me through that demonstration. 


Here, just take my business card; it has all my contact information on there. I'm looking forward to 
that email. 


Great, and if | could have your name and email address, I'll send you information about the bulk 
discounts | mentioned. 


Sure, it can't hurt. 


Honestly, no, unfortunately. I'm sorry, but I've been so busy with the trade show. 


1 Hello Carla, this is Hailey from the trade show last week. It was so nice meeting you. We spoke 
about decreasing the amount of abandoned calls to your call center. 


Have you had a chance to look at our brochure of training programs and new technologies? 


Yes, that sounds perfect. I'll contact my team. How about sometime next week so we have a chance 
to look over the brochure? 


That's no problem. I'd be happy to compile a personal report for your company once | have a few 
more details about it. I'd like to set up a meeting between my team and yours, if that's all right. 


Oh hello, Hailey. It's nice to hear from you. Yes, I'm still looking for a solution. 
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Practice Uniti | 


EE How did he do? crack) B 


1. Who were the speakers talking about? 
2. What was their first impression of the person? 
3. What did they like about the person? 


4. What was their overall impression? 


H write the opposite 

1. The customer was well groomed. 

2. Anita speaks very clearly when she speaks with customers. 
3. The receptionist slouches. 


4. The customer service representative was offensive. 


El] Small talk 
RISKY 


1. | heard it's your birthday today. So, how old are you now? 
2. What religion were you raised in? 

3. Hi, how has your day been so far? 

4. Have you seen the renovations they made downtown? 


5. Who are you planning to vote for in the city election? 


o00000 


6. What is your favorite thing to do on weekends? 


4 | Go further: Which have similar meanings? 


250 Answer Key 


SAFE 


000000 


1. John tends to avoid eye contact. a. We need to be careful. 

2. We scheduled a face-to-face meeting. b. Can you please call me? 

3. Alan often judges a book by its cover. c. Is there anything | can do for you? 
4. How can | be of assistance? d. We will meet in person. 

5. Would you buzz me later? e. He usually looks away. 

6. We don't want to overdo anything. f. He makes a lot of assumptions. 
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Practice | unit2 | 


250 Answer Key 


EE Ona scale of one to five (Track 2) B 
1. What is the purpose of the call? 


2. What did Mr. Alva do recently? 


3. How satisfied was Mr. Alva with his purchase? 


4. What might be a reason for Mr. Alva's lower rating for customer service? 


El Plug in a word 


brick-and-mortar implement influence plague soured underestimate 


. Did you purchase your computer online or ina store? 


2. Never the importance of listening to a customer. 


. Low customer service ratings seem to many industries, especially those 
related to travel and entertainment. 


4. My opinion of the company after | talked with that offensive customer associate. 

5. What can we do to you to return to our store? 

6. We are planning to a pilot program to gauge just how easy it is to use our 
software. 


EI Go further: Say it in different words 


consumers dismal disregard implement inthe field not applicable onthe ground pilot program 


1.1 didn't participate in that test, so this question doesn't relate to me. 


2. In the office, we may ignore what customers are saying, but representatives outside are seeing the 


depressing truth. 


3. If we want to know what buyers really feel about our product, we are going to need to start a program 


that gets customer associates outside with customers. 
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Practice | Unit3 | 


250 Answer Key 


EE A gesture 
1 


Good evening, Mr. Blackwell. I'm calling from City Theatre. 

Thank you so much. You certainly know how to treat a volunteer. 

Mr. Blackwell, I'm simply calling to thank you for volunteering with the theatre. 

Oh. Hello. How can | help you? 

As a small gesture of our appreciation, we'd like to offer you two free tickets to our next show. 


Well, thank you. I'm happy to give the time. 


H summarize the discussion (Track 3) PF 


1. The woman interviews customers to on their experience in the store. 
2. The customer just 
3. The customer says that the sales people to help him. 


4. The customer is to shop in this store again. 


EI The good old days 
Rewrite the sentence replacing the words in bold. 


1. People used to do more, but today that is unexpected. 
2. There are too many products on the market today. | can't see the difference between one and the other. 


3. Our dentist used to give us free tooth cleaning kits. Now I'm lucky if | get a toothbrush. 


El Go the extra mile (Track 4) B 
1. What was the customer's complaint? 
2. How did the customer service person respond to the complaint? 


3. How did the customer's attitude change? 


E Go further: Make a difference 


1. Describe a time when a customer service person went beyond the call of duty for you. 


2. Going the extra mile for a customer can be costly. How can it benefit the company in the long run? 
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Practice Unit 4 | 


250 Answer Key 
EE can you recommend ...? 


Example: car / I'd like / an / to look at / economical /. I'd like to look at an economical car. 


1. this brand / the pros and cons / what are / of going with / ? 


2. aesthetically pleasing / it's expensive, / but it's / option / our most /. 


3. is the / how reliable / washing machine / lower-cost / ? 


4. a little more / honestly, / one that's / going with / just / expensive / I'd recommend /. 


5. coffee house / I was hoping / a good / recommend / you could /. 


6. in my opinion, / is the best / in this area / coffee house / River Roasters /. 


H Completing sentences 


1. Our budget was limited, so we had to a. narrow down our choices. 

2. Anna got caught up in b. a new sponsor. 

3. They missed a great opportunity because c. consumer apprehension. 

4. The sports team is in the market for d. they stayed on the fence too long. 
5. Larry suggested ways to reduce e. the visuals of the presentation. 


EI Color discussion (Track 5) B 


TRUE FALSE 
1. James is an architect. O O 
2. Harry and Lucinda currently use bright colors. O O 
3. Harry and Lucinda want to bring in more earthy tones. O O 
4. James recommends starting with the offices. O O 


EI Go further: In other words ... 

1. If you try this product, you won't return to what you have now. 
2. Please be honest, is this product really worth the money? 

3. This piece of land is very different from your city location. 


4. The athlete recommended our product on TV. 
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Practice units | 


El Complaints 
1. blame a 
2. conflicting information b 
3. ignore c. 
4. threat d 
5. incorrect charge e 


H How upset are they? 


1. Don't you dare give me the runaround anymore! 

2. Is there anything you can do to speed up this process? 

3. Could you please look into why my order has not arrived? 
4. Thanks a lot for ignoring me for the past three hours. 

5. I believe there's been a mix up with my order. 


6. | need someone to resolve this immediately. 


E] Go further: What's your approach? 


250 Answer Key 


. “If you don't fix this, | will post a negative review on the web.” 


. “Ted got my order wrong. It is all his doing! 


“Four days? Yesterday you told me it would be here overnight!" 


. “| only ordered one table cloth, but I was billed for three.” 


. "I left five messages, and no one has called me back." 


MILD REASONABLE IRATE 


000000 
000000 
000000 


1. A customer is making a scene after getting the runaround. How would you respond? 


2. After some bad publicity, your company's reputation is on the line. How do you approach the problem? 


3. A salesperson is rude to a customer in your store. How can you keep the customer from losing his cool? 


E] How did we do? (Track 6) B 


_ 


. Why did the customer call? 


. How did Rick respond to the customer? 


a u BKB WN 


. Why did Rick ask the customer to stay on the line? 
. How did the customer get transferred to Ella's voicemail? 
. What kind of message did the customer leave for Ella? 


. What can Rick or Ella do to follow up with the customer? 


7. How will the company deal with a similar situation in the future? 
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Practice | Unit6 | 


250 Answer Key 


EE Phone duty (Track 7) B 


AMIR WILL CUSTOMERS 

1. has been fielding phone calls O O O 

2. will field phone calls later O O O 

3. apologized to customers O O O 

4. wanted to return old shoes O O O 

5. blamed Will O O O 

H i'm sorry 

| apologize for the inconvenience lassure you I'm afraid lregrettoinformyou- I'm sorry, but 

Example: Can you mail that to me? l regret to inform you that it is against company policy. 


1. Do you do overnight shipping? 
2. Is smoking allowed in the lobby? 
3. May | use my cell phone on this flight? 


4. Will there be any additional fees? 


El Complete the sentences 


1. Would you please confirm a. suspicious activity on your account. 
2. I'm sorry, but all personal information b. hassles in our delivery process. 

3. I'm calling to report some c. your current address? 

4. | apologize for any d. must remain confidential. 


EI Go further: How does it go? 


1. representatives / we assign / case by case basis /ona/. 


2. in place / what / do we have / policies / ? 


3. look on your face / astern / keep / you must /. 


4. refuse to / simply / some people / take no for an answer /. 


5. put the pressure on / the customer / really / to get / quickly / that order out /. 
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Practice 


El Handle the problem 
Put the steps in order. 


250 Answer Key 


Acknowledge the problem 
Apologize 
Find a solution 
Follow up 
1 Listen 


Provide compensation 


H Some advice 


bearer bush rain check regardless blow falls recall 


1. If it on your shoulders to report bad news, remain calm. 

2. Offer an apology of who is at fault. 

3. When issuing a , don't beat around the 

4. If you don't have an item in stock, offer a 

5. If you have to be the of bad news, soften the with 


something positive. 


EI A busy day (Track 8) B 


1. Mr. Allen . a. works for a car rental company b. is a customer 
2. The problem is that 3 a. there are too few cars b. he is in a hurry 
3. Rose first offers Mr. Allen k a. an apology and explanation b. a larger car 

4. Mr. Allen is willing to . a. accept a larger car b. wait for a car 


El] Go further: Another way to say it 


1. Can you think of a way to soften the blow? a. | said | have a problem. 

2. Marcos promised not to shoot the messenger. b. Please announce it gently. 
3. Ada blew that out of proportion. c. He said he would stay calm. 
4. Someone tampered with the passwords. d. She always speaks plainly. 
5.1 told them | have a problem on my hands. e. Someone changed them. 

6. Gina never beats around the bush. f. She overreacted. 
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Practice | units | 


EE Problems with phone calls (Track 9) B 


250 Answer Key 


background noise cuts out disconnected gap pullingup transfer 


= 


. Calls with clients often get 
. Sometimes there's a in the conversation. 
. Sometimes the line just for a few seconds. 


. Some calls get disconnected when people try to them. 


u BR WwW N 


. Once the line cut out while a customer service person was someone's 
records on the computer. 


6. Sometimes there is a lot of 


El what's the purpose? (Track 10) B 
1. a. requesting repetition b. asking for patience 


2. a. interrupting to ask the client to restate a request b. clarifying understanding 


3. a. giving assurance b. interrupting to ask the client to restate a request 
4.a.interjecting to request a pause b. requesting repetition 

5. a. requesting repetition b. giving assurance 

6. a. interjecting to request a pause b. asking for patience 


EI Go further: Restating advice 


enunciate interject nature -urgent with them 


Example: When a matter is an emergency, it is OK to interrupt someone. 
When a matter is urgent, it is OK to interrupt someone. 


1. Be especially polite when you insert quick comments into a conversation. 


2. Repeat customers' requests to show that you understand. 


3. It is especially important to pronounce your words clearly when speaking on the phone. 


4. When you are answering the phone, ask for the purpose of the call. 
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El Find an example 


=) Answer Key 


1.scan a. Plugging the computer in would be a very clear solution. 
2.remotely b. Here are a few steps you can take to find your problem. 
3. obvious c. I'm in India, but | can help you from here. 
4.troubleshoot d. | like to surf the Internet every evening. 

5. browse e. I'm doing a quick search for viruses. 


H Technical difficulties 


1. You can call if you can't find answers in the manual. dispatched 


2. Erin can help you with any of the new music playing . gadgets 
network server 


3. You have to sign in to the to download files from it. tech support 


4. We two technicians to the client's office on 54th Street. 

EI Upgrade issues (Track 11) 
TRUE FALSE 

1. The customer needs help purchasing something. 

2. The tech support person confirms what the customer has already done. 

3. The tech support person gives a series of steps to follow. 

4. The customer cannot follow the tech support person's instructions. 


5. They remove something from the device and start over. 


EI Troubleshooting (Track 12) 


1. What department does Kristen work in? 
2. What problem is Jeff having with his computer? 
3. Write one question that Kristen asks Jeff. 


4. What does Kristen think might be part of the problem? 


E Go further: Tech talk 


1.1 cannot open the file. | think it is . (corrupt / obvious) 
2. My computer is running very slowly. | think it is due for a . (browse / tune up ) 
3. You'll need an to hook up your computer to your TV. (adapter / appliance) 


4. When | try to listen to music on my new smartphone, | don't hear anything. | think my new phone is 
. (defective / installed) 


5. Does the on my computer cover accidents? (gadget / warranty) 


Practice | UnitiO | 


250 Answer Key 


EE What happened? (Track 13) B 


1. Victor phoned Ms. Mata a. by mistake b. about a credit card account 
2. Ms. Mata a. was surprised b. was mugged 

3. Her backpack a. had been stolen b. was left at the bank 

4. Victor a. waives payment b. is empathetic 

5. This situation a. is not serious b. takes some work to resolve 


H what does it mean? 
Example: The company is under fire for it's recent press release. 
The company is in trouble for something it said in a press release. 


1. She said she would make no exceptions for anybody. 
2. The new employee seemed flustered at the end of his first day. 


3. We need to approach this problem with a real sense of urgency. 


E] Making an exception (Track 14) B 


1. A customer wants to renew his license. 

2. The service agent asks whether he got a renewal in the mail. 
3. The customer lost his in a fire. 

4. The service agent is about the man's situation. 

5. The agent renews the man's license and a late fee. 


El Go further: Feeling empathetic 


1. I'm sorry to hear that you were at the ATM. (robbed / waived) 

2. | know this must be a time for you. (tough / viral) 

3. | get ‚too, when I have to speak to an angry customer. (cheerful / flustered) 
4. That's terrible! | can't even imagine being . (an exception / in your shoes) 

5. I'm sorry to hear of the you've endured. (hardship / urgency) 
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El Did they say that? (Track 15) 
ysay 


=) Answer Key 


TRUE FALSE 
1. The speakers are discussing company cultural norms. 
2. Ron says you should always introduce yourself on the phone. 
3. Sherry says you should cc the whole team in all emails. O O 


4. Norman states the importance of keeping the manager in the loop. 


5. What is the company spiel about professionalism? 


El Your experience 


1. Describe a time when someone used bad email etiquette. 


2. When is it useful to send aBCC? 


3. Describe a time when a manager was clearly not in the loop on an issue. What problems did this cause? 


EI Afor appropriate or / for inappropriate 

1. A Adolfo always takes a hand firmly when shaking hands. 

Yasuko shows respect to her supervisors by looking down when talking. 
To show familiarity, Blanca stands very close to people when speaking. 


Vicky often touches other female colleagues slightly on the arm to show agreement or enthusiasm. 


a Bun 


Ulrich gives expensive gifts when he meets with overseas clients for the first time. 


EI Go further: Around the office 


buzz words email thread spiel thumb to the point wary wordy 
1. | like that Megan's speeches are brief and . She saves us all time! 
2. Amemo that is too is harder to understand. 
3. Jerry gave the annual about using up vacation time. 
4. Ask Peggy about the latest to use in marketing materials. 
5. A(n) can be useful for documenting group decisions. 
6. Always be of clients who give a lot of excuses. 
7. Asa rule of , avoid using all caps when writing emails. 


Practice | unitız | 


250 Answer Key 


EE Bicycle choices (Track 16) B 


- Hi, can I help you? 


- Yes, please. I'm having (1) figuring out what kind of bike to buy. 

— Well, bikes come with a wide variety of (2) . What will you mainly use the bike for? 
- For fun and (3) . | don't plan to race or anything like that. 

— OK. And what kinds of (4) will you be riding on? 


— Some streets and some dirt trails, like in the city parks. 


- Great. Let's (5) these bikes over here. You'll want medium-width tires for 
riding on trails ... 


H Probing questions 
1. Circle the probing questions in the conversation above. 


2. How do these questions help the sales person find the best bicycle for the customer's needs? 


EI According to the conversation ... (Track 17) B 


YES NO 
1. Does the customer sales person ask probing questions? O O 
2. Has the product been easy for the customer to locate? O O 
3. Does the customer know exactly what she needs? O O 
4. Can the customer service person send the item immediately? O O 
5. Will the customer be able to get the product? O O 


El Go further: Trying to help 


Example: which / looking for / features / are you / ? Which features are you looking for? 


1. does that / functions / copier have / how many / ? 


2. into / the sales plan / we need to / manageable assignments / break down /. 


3. useful and annoying / can be / pop-up windows / both /. 


4. happy customers / to revisit / the same business / are motivated / . 


©2014 Berlitz Languages, Inc. Customer Service ® Practice 


Practice Unit 13 | 


El Details (track 18) B 


1. The caller received a package that was 
a. dented b. late 


2. The customer service person asks for a number on the 
a. packing slip b. merchandise 


3. One item in the package had a cover. 
a. chipped b. torn 


4. Another item had a case. 
a. cracked b. defective 


5. The customer can choose to get a or replacement items. 
a. purchase order b. refund 


H Say it more simply 


conditions store credit faulty in stock refund 


x) Answer Key 


1. Would you like your refund in cash, or would you like to use it to purchase something else in the store? 


2. This is not what | was promised. | want my money back. 


3. There is something wrong with this camera. Sometimes it works and sometimes it doesn't. 


4. The salesperson said that this brand is not in the store. She will have to order it. 


5. We accept returns under certain circumstances. 


El Go further: Placing an order 


Thank you, then, I'd like to place an order. 


Yes, with a receipt you can return an item within 90 days of purchase. 


Is there a time limit for returns? 

1 Hi, can you tell me about your company’s return policy? 
And do you cover any shipping costs? 
Of course. First, you need a valid receipt for all returns. 
I'm happy to help. So, what did you want to purchase? 


We do cover shipping costs, plus a small handling fee. 
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Practice | Unit 14 | 


E] Good and bad service 
1. Why might a disgruntled employee put in less effort? 


250 Answer Key 


2. Describe a time when you received exceptional service. 
3. How can you respond to a colleague who likes to gossip? 


4. What type of conduct might be offensive to your customers? 


H Need a break (Track 19) B 


TRUE FALSE 


1. Mary has been talking to an unhappy customer. 


O 


2. Braden suggests that Mary should have apologized more. 
3. Mary is convinced that she really is incompetent. 


4. Braden sympathizes with Mary's customer service experience. 


00000 


O 
O 
O 
5. Mary and Braden agree that some customers can't be assisted. O 


EI Trying to help (Track 20) B 


1. What emotion does the customer express at the start of the conversation? 
2. What does the customer service person do to try to help? 
3. What does the customer not want to provide? 


4. What does the customer service person offer to do while waiting for a manager? 


EI Go further: An example of that is ... 


1. adequate a. throwing water on an annoying customer 

2. gossiping b. constantly sharing personal information about other people 
3. overheard c. the best customer service of any company 

4. mediocre d. doing just enough to complete a sale 

5. abominable e. barely trying to help a customer 

6. exceptional f. a personal conversation between other people 
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Practice | units | 


250 Answer Key 


El The customer isn't always right (Track 21) B 


— Hello. | got a call to come pick up some books | (1) 


- Great. What's your last name? 


- It's Gilbert. 
- Oh. Um. | called earlier. But | called to say we can't (2) the request. The books 
you wanted are (3) in print. We... 


- No, | was told that two were here, and the other two are on order. 


- There's been a (4) ‚ Sir. We don't have them. In fact, we... 

- (5) must have called me. 

— That's not (6) , Sir, I'm the only person here this morning. | can 
(7) a used book dealer if you like. 


EH] what word or phrase are we fishing for? 


accommodate coin deceive freebie practical slogan 


1. a word or phrase used to attract attention 

2. not a theory 

3. to create a new word or phrase 

4. to try to make someone believe something that is not true 
5. something given for free 


6. to provide what the customer desires 


EI Go further: Say it with a saying 


1. Some people refuse to accept what you say. a. You should take the bull by the horns. 
2. You need to calm them down now. b. Give him an inch and he'll take a mile. 
3. Your comparison is not valid. c. Defuse the situation quickly. 

4. Stephan will bully anyone who lets him. d. We're filled to capacity. 

5. You need to be firm now. e. There's just no pleasing some people. 
6. You can't allow any more people in. f. You're comparing apples to oranges 


Customer Service ® Practice ©2014 Berlitz Languages, Inc. 


EE Say the opposite 


20 Answer Key 


-eonstruetive- flawed increase obsolete streamlined 


Example: Their feedback was negative. They gave constructive criticism. 


1. There has been a lack of activity. 
2. The presentation went smoothly. 
3. Our phone system is up to date. 


4. The process was very cumbersome. 


El A second try (Track 22) 


1. The woman called the customer service number and before. 
a. was treated rudely b. got no response 


2. The customer service person says she did everything 


a. in the wrong order b. correctly 
3. The customer has only a(n) security number. 
a. obsolete b. current 


4. A report of her experience could provide 


a. outdated information b. constructive criticism 


El Help us improve 
I'm sorry about that. You could help us improve by filling out this comment card. 
Would you like someone to help you? 

1 Hi, did you find everything you needed today? 

No, | think they didn't want to help. 
I'm sorry, did they not know where to look? 
No thanks, | asked two people, but they weren't helpful. 
No, | didn't find some light bulbs | needed. 


EI Co further: Revising plans and making improvements 


= 


. Thank you for bringing this matter to our 


2. Based on your suggestions we've a new plan to go green. 

3. It's time to your pride and admit that you made a mistake. 

4. This plan of action will take a effort, but with everyone's help, we can make it happen. 
5. The boss used to say that the customer was always right, but now that he has more contact with 


customers, he is his own words. 


Practice Unit 17 


250 Answer Key 


El Unscramble the questions 


Example: do you / people person / consider / a / yourself / ? 
Do you consider yourself a people person? 


1. half full / half empty / the glass as / do yousee/or/? 

2. a / attitude / maintain / how do you / positive / ? 

3. give an example of / atime when / can you / you were proactive / ? 
4. one word / what / your personality / best describes / ? 


5. do you / entrepreneurial / like to explore / ideas / ? 


E] What did they think? (Track 23) B 


1. The speakers thought Darren a. pleased with the people they interviewed. 
2. Darren impressed one speaker b. was a people person. 

3. One speaker says that c. customers might react to Marlene. 

4. Both speakers wonder how d. as charismatic. 

5. Overall, the speakers are e. Marlene's sense of humor is unusual. 


E] Go further: Positive answers 


experience knack passionate pessimistic weight win over 


1. | have a lot of with online content management systems. 
2. | most appreciate co-workers who pull their own 

3. lam about promoting local charities. 

4. | don't tend to be . | usually see the glass as half full. 

5. | have been able to many difficult customers. 

6. | havea for working with tricky office equipment. 
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Practice | Unit 18 | 


250 Answer Key 


El Trade shows 


breehures- catalogs demo flyers freebies leads 
mingle with presentation prospects rub elbows rub shoulders talking points 
Networking Potential customers Your booth 
brochures 


El Plotting (Track 24) B 


- Are you ready to (1) with industry execs? 

- Mmm, I'm not sure. | know l'Il be helping to (2) (3) 
| keep thinking | should come up with clever conversation openers. 

— My advice would be to avoid clever openers, actually. Be friendly yet (4) 

— What do you mean? 

— Follow your (5) . Introduce yourself to prospects, then be 
(6) about why you approached them. Everyone is so busy at trade shows, 
| like to skip the chit-chat. 

- Oh, good. | believe that's a better (7) 


EI Go further: MyrnaTech's exhibit (Track 25) B 


1. Where are Marcus and Jean? 

2. Why was Jean looking for the MyrnaTech booth? 
3. What information can Jean find in the catalog? 
4. What does Jean hope Marcus will offer? 


5. Do you think MyrnaTech will offer bulk discounts in the near future? Why or why not? 
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Practice Unit 19 | 


El Trying tech (track 26) B 
1. The client will a chatroom. 
a. host b. think about 


2. The chatroom will be used for 
a. informal meetings b. making schedules 


3. Joe is using chatrooms. 
a. unfamiliar with b. an expert at 


4. Tracy has a question about used in the schedule. 
a. a set of numbers b. an abbreviation 


5. Deliverables will be due at the end of 
a. each week b. each day 


El Getting set up (Track 27) B 
1. Where is Sharla when she answers the call? 


2. What does Tracy need assistance with? 
3. What does Sharla ask Tracy? 


4. What is the last field Tracy needs to fill in? 


E] What is that? 


1. platform a. a view of programs on your computer 

2. internal b. a program that lets you use the Internet 

3. desktop c. find a practical use for 

4. browser d. a program that coordinates other programs 
5. utilize e. not shared with your clients 


El Go further: In other words 


Example: Hannah needs to contact the helpdesk. Hannah needs assistance. 


1. The project will take a while to learn. 
2. Would you happen to have the number? 


3. I don't think I can handle this project. 
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250 Answer Key 


Practice | Unit 20 | 


EE Cultural faux pas 


250 Answer Key 


customs faux pas hierarchy nuances upbringing 


1. | once made the of stabbing my rice with chopsticks. 


2. The vice-president is high in the company 


3. A person may use a word incorrectly if they miss in its meaning. 
4. One's tends to strongly influence one's values. 
5. A culture's may be easier to describe than understand. 


H Thinking about it (Track 28) 


TRUE FALSE 
1. The team needs to find ways to build cultural competency. 
2. One person suggests surveying their coworkers. 
3. They don't think there is much diversity in their building. 


4. They agree that a survey should be anonymous. 


00000 
00000 


5. One speaker thinks stereotypes are useful. 


EI Go further: Unscramble 
Example: the saying / doesn't undertand / “to each their own” / Katie /. 
Katie doesn't understand the saying “to each their own.” 


1. in common / everyone's different, / we all have / a few things / but /. 


2. with the news / would you mind / the client / calling / ? 


3. laughter / as rude / did that / come across / ? 


4. may look like / idiosyncrasies / one group's / customs / another's/. 
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Answer Key 


UNIT 1 


Exercise 1 

1. a person they recently interviewed 2. They felt 
he was disheveled. 3. He has a great personality, 
is polite, and has good posture. 4. Their overall 
impression was positive. 


Exercise 2 


Answers may vary. 1. The customer was 
disheveled. 2. Anita mumbles when she speaks 
with customers. 3. The receptionist has good 
posture. 4. The customer service representative 
was courteous. 


Exercise 3 
Risky:1,2,5 Safe: 3, 4,6 


Exercise 4 
1.e 2.d 3.1 4.c 5.b 6.a 


Return to questions 


UNIT 2 


Exercise 1 

1. The caller is doing a customer satisfaction 
survey. 2. Mr. Alva recently made a purchase in 
a store. 3. He was very satisfied. 4. Answers will 
vary. 


Exercise 2 


1. brick-and-mortar 2. underestimate 3. plague 
4. soured 5. influence 6. implement 


Exercise 3 
1.b 2.c 3.a 4.c 


Exercise 4 

1. ... so this question is not applicable to me. 2. In 
the office, we may disregard what consumers are 
saying, but representatives on the ground / in the 
field are seeing the dismal truth. 3. If we want 

to know what customers really feel about our 
product, we are going to need to implement a pilot 
program that gets consumer associates in the 
field / on the ground. 


Return to questions 


UNIT 3 
Exercise 1 
1, 6, 3,2,5, 4 


Exercise 2 
1. follow up 2. made a purchase 3. went the extra 
mile 4. Answers may vary. 


Exercise 3 
1. People used to go the extra mile, but nowadays 
that is unexpected. 2.... | can't differentiate one 


from the other. 3. Our dentist used to give us 
complimentary cleaning kits ... 


Exercise 4 


1. The lawnmower they bought doesn't work. 

2. She offers to exchange it or take it back. / She 
gives them a discount voucher. 3. She is initially 
upset but happily accepts the voucher. 


Exercise 5 
Answers will vary. 


Return to questions 


UNIT 4 


Exercise 1 

1. What are the pros and cons of going with 

this brand? 2. It's expensive, but it's our most 
aesthetically pleasing option. 3. How reliable is 
the lower-cost washing machine? 4. Honestly, I'd 
recommend going with one that's just a little more 
expensive. 5. | was hoping you could recommend 
a good coffee house. 6. In my opinion, River 
Roasters is the best coffee house in the area. 


Exercise 2 
1.a 2.e 3.d 4.b 5.c 


Exercise 3 
True: 3 False: 1, 2, 4 


Exercise 4 


1. won't look back 2. level with me 3. a far cry 
4. endorsed 


Return to questions 


INIT 5 


Exercise 1 
1.b 2.c 3.e 4.a 5.d 


Exercise 2 
Mild: 3, 5 Reasonable: 2, 6 Irate: 1,4 


Exercise 3 
Answers will vary. 


Exercise 4 

1. She had a question. 2. He tried to find someone 
who could help. 3. He went looking for Ella. 

4. Rick's assistant transferred her to Ella's 
voicemail. 5. an irate message 6. Answers will 
vary. 7. Answers will vary. 


Return to questions 


UNIT 6 


Exercise 1 
Amir: 2 Will:1,3 Customers: 4, 5 


Exercise 2 
Answers will vary. 


Exercise 3 
1.c 2.d 3.a 4.b 


Exercise 4 

1. We assign representatives on a case by case 
basis. 2. What policies do we have in place? 

3. You must keep a stern look on your face. 

4. Some people simply refuse to take no for an 
answer. 5.The customer really put the pressure 
on to get that order out quickly. 


Return to questions 


UNIT 7 


Exercise 1 
2, 3, 4, 6,1,5 


Exercise 2 


1. falls 2. regardless 3. recall; bush 
4. rain check 5. bearer; blow 


Exercise 3 
1.b 2.a 3.a 4a 


Exercise 4 
1.b 2.c 3.f 4.e 5.a 6.d 


Return to questions 


UNIT 8 


Exercise 1 


1. disconnected 2.gap 3. cuts out 4. transfer 
5. pulling up 6. background noise 


Exercise 2 
1.a 2.b 3.b 4.a 5.b 6.b 


Exercise 3 

1. Be especially polite when you interject during a 
conversation. 2. Repeat customers’ requests to 
show that you are with them. 3. It is especially 
important to enunciate when speaking on the 
phone. 4. When you are answering the phone, 
ask for the nature of the call. 


Return to questions 


UNIT 9 


Exercise 1 
1.e 2.c 3.a 4.b 5.d 


Exercise 2 


1. tech support 2. gadgets 3. network server 
4. dispatched 


Exercise 3 
True: 2, 3,5 False: 1, 4 


Exercise 4 


1. tech support 2. His graphing program crashes. 
3. Answers will vary. 4. She thinks working with 
too many large files open could be a problem. 


Exercise 5 


1. corrupt 2. tune up 3. adapter 4. defective 
5. warranty 


Return to questions 


UNIT 10 


Exercise 1 
1.b 2.a 3.a 4.b 5.b 


Exercise 2 
Answer will vary. 


Exercise 3 


1. business 2. letter 3. home 4. empathetic 
5. waives 


Exercise 4 


1. robbed 2.tough 3. flustered 4. in your shoes 
5. hardship 


Return to questions 


UNIT 11 = 


Exercise 1 
True:1,2 False: 3, 4 
5. In all situations, be professional. 


Exercise 2 
Answers will vary. 


Exercise 3 
1A 2.1 3.1 4.A 5.1 


Exercise 4 


1. to the point 2. wordy 3. spiel 4. buzz words 
5. email thread 6. wary 7. thumb 


Return to questions 


UNIT 12 


Exercise 1 


1. trouble 2. features 3. exercise 4. surfaces 
5. look at 


Exercise 2 

1. “What will you mainly use the bike for?” and 
“And what kinds of surfaces will you be riding on?" 
2. They help the sales rep narrow down the 
choices so that he or she can find the best item 
for the customer's needs. 


Exercise 3 
Yes: 1,3,5 No: 2,4 


Exercise 4 

1. How many functions does that copier have? 

2. We need to break down the sales plan into 
manageable assignments. 3. Pop-up windows can 
be both useful and annoying. 4. Happy customers 
are motivated to revisit the same business. 


Return to questions 


Exercise 1 
1.a 2.a 3.b 4.a 5.b 


Exercise 2 
Answers may vary. 1. ... would you like a store 
credit? 2.... I want a refund. 3. This camera is 


faulty ... 4. The salesperson said that this brand 
is not in stock. 5. We accept returns under 
certain conditions. 


Exercise 3 
7,4,3,1,5,2,8,6 


Return to questions 


UNIT 14 


Exercise 1 
Answers will vary. 


Exercise 2 
True: 1, 4,5 False: 2,3 


Exercise 3 


1. She is irate / very upset. 2. He apologizes and 
tries to reassure the customer. 3. She does not 
want to provide credit card information. 4. He 
offers to stay on the line with the customer. 


Exercise 4 
1.d 2.b 3.f 4.e 5.a 6.c 


Return to questions 


UNIT 15 


Exercise 1 


1. requested 2. accommodate 3.no longer 
4. misunderstanding 5. Someone else 6. possible 
7. recommend 


Exercise 2 


1. slogan 2. practical 3. coin 4. deceive 
5. freebie 6. accommodate 


Exercise 3 
1.e 2.c 3.f 4.b 5.a 6.d 


Return to questions 


UNIT 16 2 


Exercise 1 


1. There has been an increase in activity. 2. The 
presentation was flawed. 3. Our phone system is 
obsolete. 4. The process was streamlined. 


Exercise 2 
1.a 2.b 3.a 4.b 


Exercise 3 
7,3,1,6,5,4,2 


Exercise 4 


1. attention 2. implemented 3. swallow 4. team 
5. eating 


Return to questions 


UNIT 17 


UNIT 19 


Exercise 1 

1. Do you see the glass as half full or half empty? 
2. How do you maintain a positive attitude? 

3. Can you give an example of a time when you 
were proactive? 4. What one word best describes 
your personality? 5. Do you like to explore 
entrepreneurial ideas? 


Exercise 2 
1.b 2.d 3.e 4.c 5.a 


Exercise 3 


1. experience 2. weight 3. passionate 
4. pessimistic 5. win over 6. knack 


Return to questions 


UNIT 18 


Exercise 1 

Networking: mingle with, rub elbows, rub shoulders 
Potential customers: leads, prospects Your booth: 
brochures, catalogs, flyers, freebies, presentation, 
demo, talking points 


Exercise 2 
1. rub shoulders 2. convert 3. prospects 4. direct 
5. leads 6. honest 7. strategy 


Exercise 3 

1. at atrade show 2. She heard about their newest 
release 3. Information about feature bundles, 
USPs, the prototype, and future releases 4. bulk 
discounts 5. Answers will vary. 


Return to questions 
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Exercise 1 
1.a 2.a 3.a 4.b 5.b 


Exercise 2 

1. at a helpdesk 2. accessing a server 3. whether 
she's logged into the domain 4. the “confirm 
password" field 


Exercise 3 
1.d 2.e 3.a 4.b 5.c 


Exercise 4 
Answers will vary. 


Return to questions 


UNIT 20 


Exercise 1 


1. faux pas 2. hierarchy 3. nuances 4. upbringing 
5. customs 


Exercise 2 
1.T2.T3.F 4.T 5.F 


Exercise 3 

1. Everyone's different, but we all have a few things 
in common. 2. Would you mind calling the client 
with the news? 3. Did that laughter come across 
as rude? 4. One group's idiosyncrasies may look 
like another's customs. / One group's customs may 
look like another's idiosyncrasies. 


Return to questions 


Customer Service ® Answer Key 


Audio Script ER 


UNIT 1 


TRACK 1| ACTIVITY 2A | A 

— Well hi there. Can I help you find something 
in particular? 

- No, thanks. I'm just looking. 

- No worries. You just let me know if you need 
any help. 


TRACK 2|B 

- Hello. How are you doing today? 

- I'm fine, thanks. 

- Your comfort is of the utmost importance to 
us when you're on board. Please let me know 
if there is anything | can get you. 

- No, noth... or, maybe just some water if you 
have any. 

- Of course madam; I'll be over with that in just 
a minute. Please bear with me; the aisles are 
really crowded right now. 


TRACK 3 |C 

— Hello. My name is Michael Carter. I'm here 
to speak with, | believe it's a certain ... 

Mr Marchionne ...? 

- One moment, if you please. I'm sorry; I don't 
seem to be able to find your name in his 
appointment calendar. Did you make an 
appointment with him? 

- Yes. Oh, but | guess it could be under the 
company name-Eagle Enterprises. 

- Oh yes, I see it here. Please have a seat while 
| buzz him to let him know you've arrived. 
He'll be right with you. 


TRACK 4 |D 

- Ma'am, we're about to begin our “Motivating the 
Workforce” workshop; will you be joining us? 

— Yes, I'm very much looking forward to it. 

- Great! Have you completed the registration 
online by any chance? 

- No, I'm just dropping in. 

- Ah, no problem. Here, take this handout and 
please fill out this questionnaire. The workshop 
will be held in Conference Room B. 


TRACK 5 |E 

- Ah, Mr. Hrit, | was expecting you. It's so nice 
to finally get to see you in person. Now | can 
actually meet the face behind the voice. How 
are you? 


Customer Service ® Audio Script 


- I'm fine. Thank you for asking. You'll have to 
forgive me; I'm a little late. This place is pretty 
hidden away and a little hard to find for a first- 
time visitor. 

- Oh, it's no problem. I'm glad you made it. | 
understand you wish to talk about opening a 
brokerage account. Please follow me to my office. 


UNIT 3 


TRACK 6 | ACTIVITY 2A | A 

- Hey Leann, are you ready for the big conference? 
Did you have a good flight in from Seattle last 
night? 

- Oh, you wouldn't believe it, Matthew. My flight 
was actually delayed by three hours and the 
taxi | had arranged wasn't available to get me 
then. Luckily, the hotel sent a complimentary 
taxito pick me up, with snacks for the taxi ride 
to the hotel! Imagine my surprise when | got in 
late and saw a taxi driver holding a card with my 
name on it! 

— How did they know your flight was delayed? 

- | was registered at the conference and booked 
my flight and hotel through their service. 

— What a wonderful experience; that's so 
unexpected. 

- Yeah, they really know how to take care of 
their guests. 


TRACK 7 |B 

— So, how are you transitioning into retirement 
Nicky? It must have been a difficult adjustment 
considering the fact that you spent every 
day for the last 30 years in the same building 
Monday through Friday. How long ago did you 
retire? Has it been one month now? 

- Yes, it's been one quick month. I'm finally 
getting used to not waking up at 6 a.m. and 
I've found time to sew, but hey, guess what? 
Remember Francis, from Shepard Printing? 
We did business with them pretty regularly. 
Well, Francis sent me flowers this week on 
behalf of his company with a personalised note 
congratulating me on my 30 years and thanking 
me for the business. Can you believe that? It 
was so thoughtful of them to do that! I would 
never have expected it! 

— Wow, I've never heard of another company 
doing that, especially since you didn't work for 
them, just did business with them occasionally. 
What kind of flowers did they send? 
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Audio Script ES 


— Birds of Paradise. | had told him once that 
retirement was going to be paradise! 

- That's a nice touch. Seriously, what a treat; 
they really went the extra mile! 


TRACK 8 |C 

— Sir, my luggage doesn't seem to be coming 
around on the belt. Could you check to make 
sure it's actually here? 

— Yes, of course. What is your baggage claim 
check number? 

- 4-0-5-5-2. 

- Mrs. Arnold, flight from Detroit to Miami with 
a layover in Atlanta, is that correct? 

— Yes. 

- Hmm, it seems as though your baggage didn't 
make your connecting flight in Atlanta. And 
unfortunately, you were on the last plane 
from Atlanta to Miami tonight. It looks like 
it's scheduled to fly out on the 7 a.m. plane 
tomorrow. It should be here by 9 o'clock. 

— Oh no, that's terrible! | was afraid this would 
happen with my short layover time. 

- I'm so sorry for the inconvenience, Mrs. Arnold. 
Here, just for situations like these, we have 
a complimentary overnight kit prepared for 
our guests. There's a toothbrush and other 
necessities in there to get you through the night. 
And let me take down the address of the place 
where you will be staying. We will send a driver 
with your luggage there as soon as it arrives. 

- Oh, thank you; the kit is so unexpected! | really 
appreciate it. The address is ... (trails off) 


UNIT 4 


TRACK 9 | ACTIVITY 2 | A 

— Hello. You've reached Cube Design Services. 
How can I be of service today? 

- Good afternoon. I'm calling for some more 
information about a new company brand image 
and identity. | was hoping you could help me. 
| need a logo, letterhead, and business cards for 
a start-up that is gaining ground. 

— Sure, we can put a team together to help you 
complete all of that. Can you tell me a little bit 
more about the project? And do you have an idea 
for how you want it to look? 

- Not really; I'm not a design guy, haha. | was 
hoping you could recommend an aesthetic based 
on my service and your own design judgement. 
This is for a smartphone application for 


homework help, targeted at school-age children. 


78 ©2014 Berlitz Languages, Inc. 


- Hmm, what about something cartoon-like, since 
this is for children? 

- Yes, | was thinking something like that. | would 
love to take a look at a book of sample designs if 
you have one available. And please keep in mind 
that this is a start-up, so we are on a budget. 

- Yes, we offer many ready-made templates which 
would be our most economical option. | can 
send you a copy of one of our design sample 
books and set you up with an appointment with 
one of our designers to sit down one-on-one 
and come up with the best solution for you. 

- That sounds great. Let me pull out my calendar 
really quick ... 


TRACK 10 | B 

- Hello. What brings you in this evening? 

— Hello. I'm in the market for a new credit card. 

— I'd love to talk you through your options. 

What is the main purpose of this card? 
Personal or business? 

— Business. 

- Excellent. We offer three types of business 
account credit cards-silver, gold, or platinum. 

— What are the pros and cons of each card? 

- Each card allows you to conveniently track your 
expenses and they all offer a 0% annual fee. 
The main difference is that we have a tiered 
credit line in increments of $20,000. The silver 
is our most popular option. 

— | see, and what sort of protection services do 
you offer? 

— We have proven identity theft protection. 
Protection service members work around the 
clock monitoring each transaction on your 
card in real time. When there is a suspicious 
purchase, we will alert you within 60 seconds 
to confirm that it was actually yours. 

— Wow, that sounds very reliable. So tell me more 
about the silver card... 


UNIT 5 


TRACK 11 | ACTIVITY 2B | A 

— ETD Gas and Electricity. How may | direct 
your call? 

- Hello. This is Samuel Denha with T&D Consulting. 
I'm calling because | believe there's been a 
mistake on our most recent electricity bill. | see 
on here there is a $50 charge for gas during the 
month of June, but the only thing that is gas 
powered in our apartment is the heating, which 
has been off since April. Can you tell me why | 
am still getting charged for gas? 
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- Yes sir, I'd be happy to assist you. May | please 
just get your account number to locate your bill? 

- 6-9-2-1-7-8-7. 

- Hmm, sir, this is actually a customer charge for 
being an ETD Gas and Electricity customer who 
is hooked up to receive gas. You get charged 
$50 a month every month regardless of 
whether you use gas. 

- Excuse me? Did | hear you right? You mean this 
isn't just an oversight on your part? 

- No sir, unfortunately not. 

— What... but ... how? Can you explain to me why I am 
getting charged $50 a month to be a customer?!? 

- Yes, it's a fee we simply call the “customer fee” 
that is used to maintain the pipes that carry gas 
to your business and for any other maintenance. 
I'm sorry for the misunderstanding. This should 
have been explained to you when you first 
started an account with us. 

— Well that still seems silly. Is there anyone I can 
talk to about this fee? It's really quite high... 


TRACK 12 | B 

— Hello. I'd like to speak to the manager. 

- Good morning madam. I'm the manager of the 
Alexander Cross Hotel, Timothy O'Donnell. How 
can | be of service? 

— Hello. Esther Johnson. | stayed here last night 
and | hate to do this, but unfortunately | have to 
voice a complaint. 

- Thank you for choosing to stay with us, but what 
seems to be the problem? 

- It's about the check-in process last night. When 
| first arrived, | was completely ignored by the 
staff at the reception desk. When | finally got 
someone's attention, they couldn't find my 
reservation for 10 minutes while | stood there 
waiting. | was finally escorted to the room, but 
it was not the one | had booked. | finally asked 
to speak to a more experienced receptionist 
and | was given the total runaround! | spoke 
to three people before they could finally find 
my reservation. It turned out to be a problem 
because my company booked the hotel room for 
me. We book rooms here often and we'd like to 
continue coming here but not if check-in is to 
take one hour each time! 

- Mrs Johnson, | apologise deeply for your 
experience. | assure you that will never happen 
again. | will make an official note of your 
complaint and address it at our weekly staff 
meeting to ensure everyone is properly trained 
in the reservation system. 
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- | would hope so. This type of treatment is 
unacceptable for guests who do business 
here often. 

- You're right. | agree wholeheartedly. Please 
accept this voucher for a free night's stay on 
behalf of the Alexander Cross Hotel, for your 
troubles. As I said before, | will personally 
make sure that our staff are properly trained 
to ensure this doesn't happen again. 

- Yes, well thank you. It hasn't happened before 
of all the times | stayed here, but | appreciate 
the voucher. 


TRACK 13 |C 

- Is this Margaret? Margaret, this is Christina; 
remember me? 

- Christina Lewis? Of course | remember you. Is 
everything alri...? 

- Listen, I'm not calling to chit-chat. Remember 
those personal matters regarding my account 
that we discussed last time? Well, my assistant 
spoke to me about that today. She was not 
supposed to know anything about that. Did you 
talk with her about my account? 

— Uh, yes, | did, but ... 

- | did not authorize you to talk to anyone else 
about that! 

- Mrs. Lewis, please try to remain calm. There 
may have been a misunderstanding. Just a few 
days ago you gave me written permission to 
discuss your account with your ... 

- | did no such thing! If you continue to lie, | will 
take this to your supervisor. 

- I'm terribly sorry for the misunderstanding, 
but if you would please give me a minute to 
check my records, | would like to show you the 
authorization. 

- | can't believe that you're continuing with this. 
Show me the authorization and I'll sue you for 
creating a fake document. 

- Ma'am, | understand you must be frustrated 
about this, but if you continue to talk in a 
threatening way, I'll be forced to end this 
conversation and resolve it at a later time. 

- | don't even see what you can do, but | need this 
taken care of now... 


UNIT 6 


TRACK 14 | ACTIVITY 2 | A 
- Good afternoon. I'm calling because | need to 
dispute a charge on our latest phone bill. 
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- Yes, of course; I'd be happy to help. May | please — Well, | told her that | understood how upsetting 
have your name and account number? this is, but | was stern with her and told her 
- The name is Thomas Endo; account number that it was company policy and that | couldn't 
45274-0786. do anything about it unless these were 
- All right, Mr. Endo; | see that you are not the extraordinary circumstances. She just wanted 
primary account holder on this account. May to cancel her shipment because they haven't 
| please have the primary account holder's sold the stock yet that they previously received. 
name and last four digits of their social security — Well you did the right thing. Don't beat yourself 
number? up about it. 
- Yes, that's my mother, Stephanie Endo, but I'm 
not sure what her social security number is. I'd UNIT 7 
have to ask her, but I'm not with her right now. 
- All right, do you know her birth date? TRACK 16 | ACTIVITY 2 | A 
- Umm, | know what day she was born, but not the — Hello. Good afternoon. May | please speak to 
year. | think it’s nineteen ... sixty ... uhh. Mrs Galanty? 
- I'm sorry sir, but unfortunately without that — This is she. 
information I'm afraid | cannot proceed with — Hello. This is Arjun from the Jaipur Hotel. 
your request. Unfortunately, I'm calling to inform you of a 
— But it's my mom and it's our account together. problem with the credit card you have on file 
What does it matter that I'm not the primary with us. It’s possible we have an incorrect card 
account holder? | have the account number, number, but the transaction for the deposit 
don't |? doesn't seem to want to go through on our end. 
- Yes, but that is information anyone may obtain May | verify the card number with you? 
easily if they pick up your bill. We can't verify - Yes, but before you do, | think | know the issue. 
your identify based solely on your account You see, | was the recent victim of identity 
number. theft and my credit card information was 
— Ugh, but it is such a hassle to get a hold of her compromised. | had to cancel the card. Now that 
just to get her social security number. you called, | realized | made the reservation 
— Then I'm sorry sir, but | am unable to process with the old card by mistake. 
your request at this time. It's company policy - Ah yes, that would explain it. I'm so sorry to 
to keep confidential information ... confidential. hear that, Mrs Galanty. | hope everything has 
Otherwise we would be held accountable should been resolved. 
anyone else access your account. | hope you - Oh yes, it was no problem. | have an excellent 
understand this is for your protection. credit card company that alerted me of it 
- Yes, yes, it's just a little irritating right now. right away. 
— Good, well, if you are ready to provide me with 
TRACK 15 | B the updated card number, I'd be happy to take it. 
— Hey Sara, is everything alright? You seem a - Yes, yes, let me just pull out my card. 
little down. 
— Ugh, | just fielded a call from a very upset client TRACK 17 | B 
who was angry that her shipment for this month - Hey Chris, do you have a minute? I'd like to chat 
wouldn't be refunded since she canceled too for a moment. 
late. It's frustrating for me too because it's - Sure, Peter, what's the matter? 
clearly written in her contract. — Well, you know we have a great team here and 
— Yeah, that's always frustrating. we like to implement a plan before anything 
- And on top of it, since | was the first person goes wrong. 
she reached, she just vented to me about — Okay, So... 
everything she didn't like about the order — Well, | spoke to a few guys in engineering and 
process and then she took her anger out on me we've been getting some complaints from 
for the money she's losing on this. customers and | don't want to point fingers or 
- So how did you react? anything, but there have been some serious 


miscalculations made. 
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- Okay, and? 

— Well, just so you know, this is something that 
will not happen again and we're coming up with 
a plan... 

- Just come out with it! What happened? 

- Yes, well, we've detected a problem with the 
new Heat Blade electric heater. Some have 
short-circuited and burned and melted the 
internal mechanisms. There are already 10,000 
units on the market. Nobody's been injured yet, 
but we're afraid that if we don't take them off 
the market, it may cause problems. 

- Hmm, | see. Thank you for alerting me. What 
steps have you taken to resolve the issue so far? 

— We've already alerted distributors to pull them 
off the shelves for now, but we'd like to issue a 
formal recall and that's why I came to talk 
to you. 


UNIT 8 


TRACK 18 | ACTIVITY 1| A 

- I'd like to kno... tus of the pro... i... you cou... 
nk you. 

- I'm sorry; you're cutting out. Could you 
repeat that? 


TRACK 19 | B 


- Ihaveto mpologize, | didn'tmeanfor thattohappen. 


- Sir, | can't understand you. Could you speak 
more clearly, please? 


TRACK 20 |C 

— My name is Nikolaos Papadantonakis. 

- Thank you, Mr. Papadantonakis, and how do you 
spell your name? 

- "P" as in “passenger.” "A" as in “apple.” "P" as 
in “passenger” again... 


TRACK 21|D 
- I'm sorry; could you remind me of your name? 


TRACK 22 | E 

- Sure, the last name is Johnson, first name, 
Esther. 

- Okay Ms Johnson; let me put that information 
into my computer and I'll have your invoice up on 


my screen in just one second. Okay ... here we are. 


TRACK 23 | F 

— | need to speak with Mr. O'Donnell. 

- No problem; he was expecting your call. Could 
you hold for one moment while | transfer you? 
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- I'm calling for maintenance; one of our machines 
doesn't seem to be working properly. 

— Excuse me, sir. | wasn't able to hear what you 
said; there was too much background noise. 
Could you repeat that? 


TRACK 25 |H 

— How do I open and transfer the file on the 
account within the same lock screen? 

- I'm sorry, sir. | don't quite understand what you're 
asking of me. Can you restate your question? 


UNIT 9 


TRACK 26 | ACTIVITY 2 | A 

- Oh hi, John. Back again? How's your computer 
running? 

— Well, not so good. It's slow. 

- Hmm, could you give me some more details? 

- For the last two weeks, the reaction time has 
just been really slow. There's a delay when | 
type; it takes a long time to open and close 
programs and browsing the web is an awfully 
slow task. 

- Alright. When was the last time you updated it? 

- | update it pretty regularly. 

- Did you scan for viruses? Could that be it? 

- That was the first thing | thought of. I did a 
scan. It took seven hours! But it came up 
with nothing. 

— Have you already tried to troubleshoot it? 

- Uh no; I'm not really sure how. 

- Oh, well let me walk you through the steps. 
Here, let me just pull up the checklist ... 


TRACK 27 | B 

- ABC Technology, this is Nathan speaking. 
What is your location? 

- I'm in the central Sydney office. 

— Okay, thank you. What can | help you with today? 

- | can't connect to my email. Everything was fine 
yesterday when | left the office. 

- Alright, sir. I'm sorry to ask the obvious, but are 
you connected to the Internet? 

- Yes, my computer is showing that it's connected 
to the Internet. Everyone else seems to be 
connecting without a problem. 

- Have you tried restarting your computer and 
logging back in to your account after that? Or 
have you changed any settings recently? 

- No, | haven't changed any settings, and yes, | 
restarted it, but that didn't seem to do the trick. 
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- Alright, let me see if | understood correctly. You 
said you are connected to the Internet, didn't 
change your settings recently, and restarted 
your computer already. Am I right? 

— Yeah, that's it. 

- May I have your permission to log in to your 
computer remotely? 

- Sure, anything to get this thing fixed as soon 
as possible. | have lots of emails to catch up on 
after taking the day off yesterday. 

- Alright, sir, | reset your permissions. Go ahead 
and try logging in now; see if that didn't do it. 

— Hey, I'm in! Thanks. 

- Excellent. Pleasure to be of service. 


UNIT 10 


TRACK 28 | ACTIVITY 3 

- Hello. You've reached DC Bank, mortgage 
department. How may | help you? 

- Uh, hi. I'm... my name is Morgan Aranoff. I'm 
sorry; it's just that | just got mugged, and I'm a 


little flustered. | spoke to the police a minute ago. 


- Okay ... what can | help you with? 

— Well, | have a payment on my mortgage due 
in about two days and | lost all my bank cards, 
identification, and cell phone. | need more time 
to make my payment. 

- Uhhhh, so what exactly do you want me to do? 

- I'm asking if you could push back my due date 
to Friday or at least waive my late fee because 
of the circumstances. Please understand; | have 
every intention of paying, | just need a little 
more time. 

- Ummm, so you Say you can pay by Friday? 

- Yes, please. | would really appreciate it. 

— | guess | could do that, but | have to clear it 
with my manager first. Hold one moment. 


UNIT 12 


TRACK 29 | ACTIVITY 1A | A 

— Hi Steven. This is Eva. | was instructed to talk 
to you about finding a printer for our company. 

- Oh yes, Eva? With the publishing company, 
am | right? 

— Yes, that's us! 

— Well sure. What are you in the market for? 

- Definitely a printer, haha! | was hoping you 
would be able to help me a little bit with that. 
I'm having trouble finding a good printer model 
that fits our budget. 
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- Oh, I'm sure we'll be able to find something for 
you today. Tell me, what is the main function 
this printer will fulfill? 

— It would need to print a high volume of color 
pages, often double-sided, and if at all possible, 
we would love if it were able to receive emails 
directly. 

- Oh yes, that feature is generally standard 
nowadays. How many employees do you think 
will be using the printer in an average day? 

- Our staff consists of 20 people; not everyone 
prints every day, but we'll need it to pump out 
paper fast for those occasional moments of 
heavy use. 

- Hmm, have you considered your maintenance 
costs? Perhaps it would be beneficial for you 
to purchase an extended warranty along with 
the printer. 

- Oh yes, you're a mind reader! | was just thinking 
about the warranty ... 


TRACK 30 | B 

- Hey, Michelle. Do you have a minute? 

— Sure. How is everything? 

- Oh it's great, wonderful actually. The sales 
team has met and exceeded the sales goal for 
this quarter. 

- Elizabeth, that's such good news! 

- Yes, | think things are finally starting to turn 
around. This has become the trend in the last 
few months. Well, this is why | came to talk to 
you. | want to host a small party for the team to 
celebrate but also to keep their morale high. We 
have a tough quarter coming up and we need all 
the motivation we can get. 

— Sure. Do you need my help in organizing 
the event? 

- Yes. I've never actually been the host of an 
office party. I was hoping you could recommend 
the venue, perhaps just a conference room 
here, something to drink, and perhaps some 
entertainment? 

— Why yes. | love planning these things. Do you 
know what kind of food you'd like to serve? 

- Yes. | want to serve a specific type of vegetarian 
dish, we have a lot of vegetarians on the team ... 


TRACK 31| C 

- Good afternoon, Mr White. Thank you for taking 
the time to meet with me. 

— The pleasure is all mine. Here is the list of 
potential cars for your company to serve as 
your fleet vehicles based on your specifications. 
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- Thank you. The Si and E3 are both very 
attractive, but I'm having trouble deciding 
between them. 

— Well, what is the vehicle's most important 
feature to you? 

- I'd say, fuel economy and interior space. 

— What purpose will they be used for? 

- For travel over significant distances but also as 
a loaner vehicle for our oversea managers when 
they are in town. We would save more money 
with a fuel-efficient car, but we're also trying to 
make a good impression on our managers. 

— Well, the E3 has a very high fuel-efficiency 
ranking and is pretty spacious as well. Perhaps 
you don't want the S1, which is an SUV, even 
though it does have more space than the E3. 


UNIT 13 


TRACK 32 | ACTIVITY 3A | A 

— Hi. | had recently purchased a large order of 
company laptops and I'm calling to return one 
of them. 

- You've reached the right person to help you 
with that. What seems to be the problem? 

— Well, it's just that it arrived in pretty bad shape. 
One side was completely dented; it looked 
like it had been dropped and the surface was 
scratched. Needless to say, it wasn't working. 

- Oh, I'm so sorry to hear that. Would you like 
to return the laptop or send it back for a 
replacement? 

— Well, I'd like it exchanged because it was a pretty 
good deal, but I'd also like it in one piece. 

- Yes, of course. I'm terribly sorry for the 
inconvenience. Do you have your packing slip 
handy? Please give me the order number 
located on the slip and I'll sort this out for you. 


TRACK 33 | B 

- Hello. | need to talk to someone about returning 
some electronics | had purchased for our 
employees. 

— Was there something the matter with the order? 

— Yes, unfortunately. We ordered some headsets 
that weren't exactly to our specifications. 
We had asked for a wireless connection and 
while we received wireless, they are not able 
to connect to our signal. We needed Bluetooth 
capability, which these do not have. At first, we 
just thought we received faulty headsets and 
it really took us a while to figure out what the 
problem was. 
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- Hmm, we may have shipped you the incorrect 
brand. There's a different procedure to exchange 
those. We'll have to send what we ordered 
back to the manufacturer, but | can process 
replacement headsets for you right now. 

— That would be wonderful, thanks. And what 
about the shipping costs that we've already 
covered? 

— We will cover those costs since it was an 
oversight on our part. Do you have the purchase 
order number available? 


TRACK 34 |C 

- Good morning. Have | reached Heather at 
Premier Publishing? 

- Yes, this is Heather. How may | be of service 
today? 

- This is Catherine McNeil with University Books. 
We have about 20% of excess stock of our ESL 
books and | would like to process a return on it. 

- No problem, Ms McNeil. All that | ask you to do 
is fill in a “request for refund” form. 

- Yes of course, but please excuse me, I'm new to 
this position and this is the first time I've done 
this. How does it work exactly? 

- Oh, I'd be happy to walk you through it. We are 
only able to take back up to 10% of your stock 
and typically what we do is credit your account 
on the amount you return. You can use that 
credit towards an outstanding balance on your 
account or towards future purchases with us. 

- | see, and if we prefer to receive the credit 
amount directly back to us? 

— In that case, | would ask you to fill in a “request 
for refund cheque” form, which we will have to 
authorise. We will then send you a cheque by 
mail about 10 days after the request. 

— Wonderful. Where can | find this form ...? 


UNIT 15 


TRACK 35 | ACTIVITY 3B | A 

- You sent me the wrong thing. 

- I'm looking at your order right now and it lists 
the metal office chairs you said you received. 

- No, that's not right. | ordered the wooden ones. 
There must be something wrong with your order 
system. | have never had this problem with my 
coffee shop where they get tons of orders every 
day! You should talk to them about the ordering 
system they use. 
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- Sir, that's comparing apples to oranges. It is 
possible that there was an external mistake with 
your order. How would you like to exchange the 
chairs? Your options are... 


TRACK 36 | B 

- Can't you put me on your registration list for 
the product demonstration tonight? | really 
need to be there. 

- I'm sorry. | can't. The event has been full for a 
few days now. 

- Listen, I'm a very important client and you 
want me to be there. 

- I'm sorry. | do understand how important it is 
for you to be there, but the maximum number 
of people have signed up and since the room 
will be full, we cannot legally allow any more 
people in. 

— Well, can't you pretend like someone's name 
mysteriously got erased from the list? 

- No, that would be unfair to the person who 
signed up in time. If your name were on the list, 
you would expect the same treatment. 

- Oh, but you know not everybody is going to 
show up anyway. 

- That's possible, so what | can do for you Ms, 
is put your name on the waiting list and if 
someone doesn't show up, we will give you a 
call right away. 


TRACK 37 |C 

- Listen, this is the third time this has happened. 
| have gone through three different machines of 
yours in the last two years and this one broke 
on me again! 

- | understand that's frustrating and I'm sorry. 
May I have your name for the order so we can 
take it in for maintenance? 

- No, | don't just want you to repair it. | want a 
brand new machine so | know that it will work. 
And | expect it to be at the office first thing 
tomorrow morning. It'd better be shipped 
overnight. 

- I'm sorry, sir, but | cannot accommodate that. 
What I can do for you is prioritise your repair so 
that you will get it back within four days from 
the time we receive it. 

— No, you don't understand; | need this machine 
YESTERDAY! 

- If you are not satisfied with that offer, perhaps | 
should put you in touch with my supervisor, who 
can help you with this. 
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TRACK 38 | ACTIVITY 3B 

- Bank of Tomorrow web development 
department. How may | help you? 

- Hi, my name is Kelsey Boulanger. | was 
transferred to your department by another 
representative. I've been using your banking 
app on my phone and | had a few suggestions 
for improvement. Would you be the person to 
talk to about this? 

- Yes, that'd be me; I'm the lead engineer in 
mobile development. David Arnold, by the way. 
You can call me Dave. 

- Okay, thanks, Dave. Well, there are a few major 
things in need of improvement and a few 
suggestions | think would just improve the app 
in general. First, you see, my zip code begins 
with a O, and for some reason, | can't enter my 
zip code in when | want to search for an ATM in 
my area. It always eliminates the O as soon as | 
enter in the rest of the numbers. | enter the city 
name instead, but | fear that this is a problem 
for other users too. 

— Oh wow; thank you for bringing that to our 
attention. | was unaware of this flaw. 

- Sure. Also, currently I don't have the capability 
to save my username. | can understand why 
a password isn't saved, but it would just save 
me a lot of time if I didn't have to type my 
username in each time | wanted to use the app. 

- Hmm, so you say it won't save either your 
username or password. Hmm, you should be 
able to save your username, but I'll take your 
word for it and look into that. 

- Thank you. And just a few more general 
improvement ideas. 

- Fire away. 

I'm not sure if this is your department, but while 

I can pay bills through the app, it's really quite 

a cumbersome process. To link a billto my bank 

account, | have to go through a number of pages 

of information, approve the change at least 
twice, and then it doesn't even take effect until 
the next billing date. 

- That actually isn't my department, but | will 
make certain to forward that comment to the 
relevant person. Thank you, Ms. Boulanger. 
I've made a note of all of these things and I will 
bring it up at the next development meeting. 
Do you have any more comments? 
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- No, not at this time. Otherwise your app is 
really great. | love being able to access my bank 
account on the go. 

- Great; thank you for the feedback. Do you mind 
if | get your contact information so | can follow 
up with you in a few weeks? 

- No, thank you for taking this all into 
consideration. My contact info is ... 


UNIT 17 


TRACK 39 | ACTIVITY 2B 

- ... and that's my spiel. Now, tell me a little bit 
about yourself. First of all, you have a very 
interesting name; what is your background? 

- Thanks! My name is pronounced Tunde and 
it's a Nigerian name. My family comes from 
Nigeria, but | was born in the States. | grew up 
in beautiful Massachussetts, on Cape Cod. I'm a 
fisherman and | love having the neighbors over 
to grill fish Sunday afternoons. 

- That sounds lovely! So tell me about your job at 
Insurity Global. Why did you choose to leave it? 

— Well, I've been working with Insurity Global in 
the claims department for eight years now. 
After working there just three years, | was 
promoted to team leader. I'm sad to leave the 
job, but | had to follow my wife to the West 
Coast when her company relocated her here. 

- | see, and what aspect of your job did you 
like best? 

- | love working with people; I'm a people person 
through-and-through. You put me in a room with 
a stranger and we'll be chatting like old best 
friends soon enough. 

- Haha, great. | see you have degrees in political 
science and communications, so what inspired 
you to be an accident insurance claims agent? 

- Great question; there's a great story behind it. 
You see, my father was badly injured in an auto 
accident and the first agent | spoke to at my 
insurance company became our one point-of- 
contact throughout the whole ordeal. He was 
so caring, understanding, and considerate that 
it really made our painful situation easier. | was 
just finishing my degree program at the time 
and looking for work. After dealing with that 
company, it made me want to help other people 
in my situation. So | applied and got the job. The 
company gave me all the training | needed and 
| was already a people person, you know, grew 
up in a big social family, so it was a perfect fit. 
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I've learned over the years that everyone has 
something interesting to say if you give them 
the opportunity, so | get to do that every day 
and | love it! 

- Interesting. This should be obvious, but | have to 
ask anyway; how do you like working on a team? 

- It's very important to me. | was part of a very 
encouraging and supportive environment in my 
department. If | noticed someone was down or 
stressed, | would approach them first so they 
didn't feel like they had to keep it bottled up. 
There were definitely occasional moments of 
stress that we had to get through together as 
a team. 

- Give me an example of something that caused 
you stress and how you handled it? 

— Sometimes when a team member was dealing 
with a particularly difficult customer, it was my 
job to step in as a mediator. | had to personally 
assure customers their claims would be 
processed in a reasonable time while making sure 
my agent could handle the situation at the same 
time. Also, before | was a team leader, when | first 
started, sometimes there would be a high volume 
of calls in a short time period, especially around 
the holidays which was just double the stress. But 
we as a team were proactive about the issue. We 
contacted our supervisors to set up a meeting 
to discuss measures we could take to handle all 
these claims. Because of that, we were able to 
implement an online claims form for minor claims 
and we started sending out follow-up emails 
to clients so they could email us with further 
problems instead of reaching us through our 
telephone line. We were able to cut call volume 
down by 20%. 

— Impressive. And lastly, how would you handle 

a customer you believe is making a fraudulent 

claim? 

| follow the same motto the US court system 

follows— “innocent until proven guilty.” | 

wouldn't accuse a customer of doing so in case 
| was wrong, but | would immediately alert 

my supervisor and the fraud department if 

necessary. From the customer, | would ask for 

any evidence of the claim with the reasoning 
that in their type of claim our company protocol 
requires a number of pieces of evidence. If need 
be, | would assist our fraud department in 
investigating the fraudulent claim. 

— Well, thank you for your time. Do you have any 
questions for me? 
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TRACK 40 | ACTIVITY 2 

— Hello, I'm James Evo. Welcome to the 
GenerationU booth. Would you like to know 
more about our product? 

— Yeah, I've been interested in your technology 
for a while now. | picked up your flyer on the way 
in. I'm excited to see it for myself; | hear it's a 
really revolutionary product. 

- Why, thanks for the compliment. I'd be happy 
to tell you all about it. So what we've developed 
is a glove that you put on your hand which 
allows you to perform all the regular functions 
on a computer that a mouse does, except 
with the GenerationU glove, your motions are 
much more natural and it helps prevent health 
problems like carpel tunnel syndrome, that 
many people develop from bending their wrist 
while holding a mouse. 

- Excellent, excellent. So how does it work exactly? 

- It's a highly intuitive device that uses sensory 
motion detectors to know when you are clicking 
and magnetic motion tracking to eliminate line- 
of-sight restrictions. 

- I'm sorry, what do you mean by that? 

— Haha, sorry for the tech jargon. | mean that it 
takes very little effort for the device to do what 
you want it to. It's as if it already knows. And 
you can control your computer from far away 
even if there are people or objects between you 
and the computer. 

— Oh wow. That sounds great. 

- The best thing is that it takes only five minutes 
to set up with any new computer on the market, 
and to type, all you have to do is hold your index 
and thumb fingers together and speak and it will 
enter the text. Would you like to see a demo and 
then try it out for yourself? 

— Why not. 

— Okay, let me just show you how it works. ... 

And now, here, go ahead and try it out. 

— Wow, this thing is really good. 

- It's the best out there right now. Would you like 
to take a brochure back with you? 

- Yes, please. I'd like to set up discussions about 
purchasing rights to this technology if you are 
willing to do that. 

- Yes, of course. I'd be happy to take down your 
information. Could you tell me your name again? 

- The name's Adam. Here's my business card that 
lists my email. | look forward to hearing from you. 
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UNIT 20 


TRACK 41 | ACTIVITIES 2A & 2B 
- Good evening and welcome to Business Century 


Radio Hour with your host Zachary Vaughn. 

Our guest this evening is Mark Johnson, an 
international business etiquette consultant and 
corporate diversity workshop trainer. He has 
worked with numerous Fortune 500 companies 
helping them manage their international 
customer service team, training them to 
establish a good rapport with another culture, 
and coaching employees transitioning for a 
placement abroad. Mark, thank you for joining us. 
My pleasure. 

So let's begin by talking diversity and what 

your training program promotes—cultural 
competence. Can you explain what “cultural 
competence” is? 

Certainly. Cultural competence is simply about 
understanding another culture and behaving 
naturally and respectfully towards people 
different from you—it's about finding common 
ground. It involves knowing what a faux pas 
within that culture is, and working to avoid it, but 
at the same time being effective in getting your 
own message across. What's interesting about 
cultural competence and what people often don't 
realise is that being culturally competent not 
only involves understanding other cultures but of 
equal importance is identifying what is particular 
to your own culture—what makes you different, 
not just what makes the other culture different 
from you—and that really helps you close the 
gap on your differences. 

Hmm, interesting. So how can one start working 
toward being culturally competent in the 
workplace? 

There are a million ways of achieving this. The 
best possible thing you could do is immerse 
yourself in your target culture. Go to the country 
and spend time with the local people and leave 
your hotel! We certainly know that's not always 
possible, so without ever getting on a plane, the 
best thing you could do is ask your colleagues 
who have worked with this culture for their 
advice. Otherwise, do some research on your own 
by finding information on that culture and doing 
business with that culture in books or on the 
Internet. Lastly, if you have the time and you are 
taking this very seriously, you or your company 
could pay for a specialised course in intercultural 
competence such as the kind of workshops | lead. 
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- Very good. Alright, so say that I've done my 
research and followed all the steps, but you still 
never know how you will perform until it’s the 
real deal. | know a great deal of people out there 
may feel confident at first ... but something goes 
wrong. What do you do in a situation like that? 

- Yes, well many people learn as they go, but 
if you've put your foot in your mouth and are 
about to lose an important contract or have 
a large deal fall through, then definitely don't 
get defensive; instead, be patient and calm 
and try to explain yourself as best as you can. 
First of all, apologise for your blunder. Say 
something like, “I'm sorry if | sounded rude; | 
didn't mean to ...," for whatever it is that you 
did. Or, “Please don't take me the wrong way.” 

If it was a simple misunderstanding, explain so 
by saying, “You may have misunderstood; what | 
meant was ...” Perhaps you've asked a question 
too directly, which can be very off-putting for 
some people; next time, lessen the directness by 
starting out your question with “Do you mind if 

l ask ...2" and then ask about the topic without 
asking the question outright until they give 

you the permission to do so. This is more of a 
preventative measure when in doubt. 

- Excellent suggestions, thank you Mark. Lastly, 
do you have any general advice for someone 
who often works with international customers of 
all backgrounds? 

- Indeed, the best thing you can do is avoid 
stereotypes at all costs. Don't start discussing 
wine and cheese with your customer as soon as 
he or she tells you they are French (unless they 
are in the wine and cheese business, of course). 
Be patient and forgiving, especially at first, 
and try to avoid using idioms in your speech 
or writing. Their level of English may not be as 
advanced as yours and idioms oftentimes do not 
translate well and may end up being perceived 
as awkward, or worse—offensive. 

— Well thank you kindly Mark for joining us! 

— You're welcome. 
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— Let's talk about the person we interviewed for 
the customer service position this morning. 

— Sure. Well, | was surprised at first. He looked a 
bit disheveled. I'm used to people looking more 
groomed for an interview. 

- | thought so, too. But he has a great personality 
for working in customer service. 

- | agree. He also has good posture, and he's polite. 

— It was a good interview overall. 

— Yes. And he's young. | expect he would learn 
quickly about how to dress for work. 


UNIT 2: PRACTICE 


TRACK 2 

- Thank you for taking my call, Mr. Alva. We want 
to gauge how well we provide customer service. 
We conduct these phone surveys and ask 
customers to rate us. 

- Alright. 

— You recently purchased an item in one of our 
stores. On a scale of one to five, with five 
being the highest, how would you rate your 
satisfaction with the item you purchased? 

- A five. 

- And on the same scale of one to five, how would 
you rate the service you received in the store? 

-A four. 

- Thank you. Can you tell me more about ...? 


UNIT 3: PRACTICE 


TRACK 3 

— Hi, I'm interviewing customers to follow up on 
their store experience. Do you have time to 
answer a few questions? 

- Yes, I do. 

- Thank you. Did you make a purchase or 
exchange in the store today? 

- Yes, | made a purchase. 

— Were you Satisfied with the service you 
received? 

- Yes. In fact, | thought the sales people really 
went the extra mile. 

- That's great to hear. How did they exceed your 
expectations? 

- They called several other stores to find the work 
boots | needed in my size. Then they had them 
delivered to this store, so | could pick them up 
here. 
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TRACK 4 

— Hi, how can | help you? 

- Yes, | bought this lawnmower last weekend and 
it doesn't work. Here's my receipt. 

- No problem. We're happy to exchange it or take 
it back. 

- Oh, don't you want to know what's wrong with it? 

— | don't need to, no. 

- OK. But this was a real inconvenience. | really 
needed this to work. 

- I'm sorry to hear that. Please also accept this 
voucher good for 20% off any future purchase. 

- Oh. Well that's very kind of you. 


UNIT 4: PRACTICE 


TRACK 5 

- Hi, Harry, Lucinda. What can I do for you today? 

- Thank you for meeting with us, James. We've 
been on the fence about some interior design 
changes. 

— We want to go with a newer aesthetic, and would 
appreciate your recommendations. 

— Sure. What do you think of bringing in bright 
colors? 

— No, that's not really what we're looking for. 

— Some colour would be OK. We're thinking rich, 
earthy colours. Dark greys and browns, for 
example, and deep reds. 

- | can see that. | recommend starting with the 
entry space. Then we can talk about offices. 


UNIT 5: PRACTICE _ — 


TRACK 6 

- | hear we had an irate client today. Rick, what 
happened? 

— | answered the call. | couldn't answer the 
woman's question, but | said I'd find someone 
who could. | tried to call Ella, but she wasn't at 
her desk. | apologized to the client and asked 
her to stay on the line. 

- | was in a long meeting upstairs. 

- OK. 

- While I tried to find Ella, my assistant picked 
up the line. He transferred the client to Ella's 
voicemail. 

- And I got the client's message two hours later. 

— Well, | can see why she felt that she was given 
the runaround. 
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UNIT 6: PRACTICE 


TRACK 7 

— Hi, Will. How is your morning going? 

- Hey, Amir. It's been rough. I've been fielding 
customer calls for two hours. 

- Oh, I'll be doing that this afternoon. | know that 
can be a hassle. 

- Yeah. We made a mistake on a couple of orders. 
| apologized and tried to get the orders right, 
but people don't want to hear a solution. One 
customer wanted to return some shoes he 
bought five years ago, | explained company 
policy, but he still wanted to hold me personally 
accountable for his torn shoes. 

— You need a break! 


UNIT 7: PRACTICE 


TRACK 8 

- Good morning, my name is Rose, how can | help 
you? 

— Hi, | have a reservation. The name is Dewayne 
Allen. 

- Yes. Mr Allen, we have no more cars in the 
compact size you reserved. | apologise. We are 
unusually busy today. 

- OK, what can you do? | have a business meeting 
scheduled in two hours. 

- Not a problem. We do have one car available. It's 
the next larger size up, but | can give it to you 
for the same price. 

- Thank you, that would be fine. 


UNIT 8: PRACTICE 


TRACK 9 

- | understand we're still having some problems 
with our phone system. 

- Yes. Our calls with clients often get 
disconnected. 

- Other times the call is still connected, but 
there's a gap in the conversation. The line just 
cuts out for a few seconds. 

— Yeah, once the line just cut out while | was 
pulling up someone's records. 

- Anything else? 

— My calls get disconnected when | try to transfer 
them. 

- I'm hearing background noise during a lot of my 
calls. 

— Wow. We really need the new phone system in, 
soon! 


Customer Service ® Audio Script 


TRACK 10 

1. Could you say that again? 

2. You said you would like the item by Tuesday, 
but it's not urgent? 

3. I'm sorry to interrupt, but the line cut out. | 
missed something. 

4. Sorry, can you pause? | need to write some of 
that down. 

5. If this call is disconnected, | will call you back 
immediately. 

6. Please excuse the background noise, it's just 
crazy here! 


UNIT 9: PRACTICE 


TRACK 11 

— Hi, | need help installing this software upgrade. 

- Sure. I'm happy to help. So, did you say that you 
started the upgrade? 

- Yes, but it stopped installing after a few 
minutes. 

- OK. I recommend you first open the upgrade 
menu. Do you see it at the top of your screen? 

- Yes. I'm opening it. 

- Great. Select the item GOS 2, and drag it to the 
trash. Now empty the trash. That will take a few 
moments. 

— What do I do when that's done? 

— We'll start the upgrade again. | will point out 
some steps where it's easy to... 


TRACK 12 

— Hi, I'm Kristen from tech support. Are you Jeff 
Barnes? 

— Yes. Are you here about my graphing program? 

- | am. Please tell me again, what's the problem? 

— Well, the program keeps crashing, and then my 
computer freezes. 

- Hmmm. Have you recently added any new 
programs? 

- No, | haven't. 

- Are you working with more than one large file at 
a time? 

— Uh, yes. 

— OK. Let's try something. Please open one of the 
documents ... 
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TRACK 13 

— Hello, this is Victor with Tri-State Bank. Am | 
speaking to Laura Mata? 

— This is she. 

- I'm calling because your credit card payment is 
14 days past due. Is there a reason for this? 

— Um. I've never had an account with your bank. 

- According to my records, the account was 
opened three months ago. 

— Oh, no! |... no... my, my backpack was stolen six 
months ago. My wallet was in it, and everything. 

- | know that's a difficult experience. Someone 
must have stolen your information. Let me give 
you some instructions on how to resolve this. 


TRACK 14 

— Hi, | think this is the time of year | renew my 
business licence. | work from home. Here's my 
card for it. 

— Did you receive your license renewal letter in 
the mail? 

- No. Actually, our home burned down in the 
wildfire last summer. 

- Oh. I am very sorry for your loss. I'm glad you 
seem to be doing OK. 

— We were lucky, really, thanks. My family and 
lare all OK. But I've been overwhelmed, and 
forgot about some things, like this. 

— OK. Our files show that you're late to renew. 
Under the circumstances, I'm sure | can renew 
the license and waive the late fee. The first 
thing we need to dois... 


UNIT 11: PRACTICE 


TRACK 15 

- Let's review the company's main points of 
customer service etiquette. First, what are the 
basics of starting a phone conversation? Ron? 

- You should always introduce yourself and use a 
generic greeting. 

— Super. Sherry, what is the company's first 
guideline regarding email and clients? 

— When in doubt, cc the whole project team. 

— Yes. Um, Norman. Please tell us two important 


things to remember for in-person conversations. 


— Make eye contact from time to time, and don't 
stand less than two feet from anyone. 

— Yes. And—everyone—in all situations, ... 

-= ... be professional. 
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UNIT 12: PRACTICE 


TRACK 16 

— Hi, can | help you? 

- Yes, please. I'm having trouble figuring out what 
kind of bike to buy. 

— Well, bikes come with a wide variety of features. 
What will you mainly use the bike for? 

- For fun and exercise. | don't plan to race or 
anything like that. 

- OK. And what kinds of surfaces will you be 
riding on? 

— Some streets and some dirt trails, like in the 
city parks. 

- Great. Let's look at these bikes over here. You'll 
want medium-width tires for riding on trails. 
Sitting upright with this handlebar style will 
make you more visible to drivers. If you ride up 
a lot of hills you may also want ... 


TRACK 17 

- I'm trying to locate a copy of your Spot On 
software. 

— I'll do my best to help you. What version of Spot 
On do you need? 

- Um, the one that includes data management 
features. | don't remember which version that is. 

— That is version three-point-one. And you said 
you want it on disc? 

- Yes, please. 

- No problem. Oh, I'm sorry, we have that on 
backorder. But, it should be available to ship in 
about ten days. 

— That would be great! 

- Super. Let's start your order. Can | please have 
your name and address? 


UNIT 13: PRACTICE 


TRACK 18 

— Hi. My package arrived today. It's dented all 
over, and some items are damaged. 

- I'm sorry to hear that. Can you give me the 
nine-digit order number on the packing slip? It's 
in the upper... 

- Yes, | have it. It's2 8371-51-02. 

- Thank you. Please tell me which items were 
damaged? 

- The large-print book has a torn cover. The music 
CD has a cracked case. 

- And do you want replacements for these items, 
or would you prefer a refund? 

- I'd like to exchange them. 
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- OK. I'm ordering new items to be shipped. 
Meanwhile, please find the return label ... 


UNIT 14: PRACTICE 


TRACK 19 

- Hey, Mary. Are you OK? 

- Hi, Braden. | need a little break. | just spent 
15 minutes on the phone with an extremely 
disgruntled customer. 

- Oh, yeah. We all get those sometimes. And 
there's nothing you can do to make them happy. 

— Yes. It leaves me feeling incompetent, even 
when | know I'm not. | can offer the sincerest 
apologies, try to bring in other people to 
troubleshoot, but sometimes nothing helps. 

- | know, | know. 


TRACK 20 

- | mean, seriously! The service | got before was 
appalling! How do you even stay in business? 

- I'm very sorry, ma'am. | think | see what 
happened, and I really want to fix this for you. 

— Ugh. Fine. So, can you get my order processed? 
| used a gift card, which covered the entire 
order. | should not have to provide new credit 
card info. 

- Yes, | understand, and I can ... | apologize, | need 
a manager to approve an override. 

— So, you're going to pass me on to someone else? 

- No, ma'am, if you like, | can stay on the line with 
you, | just need about one minute. 

- Fine. Thank you. 


UNIT 15: PRACTICE 


TRACK 21 

— Hello. | got a call to come pick up some books | 
requested. 

- Great. What's your last name? 

- It's Gilbert. 

- Oh. Um. called earlier. But | called to say we 
can't accommodate the request. The books you 
wanted are no longer in print. We ... 

— No, | was told that two were here and the other 
two are on order. 

- There's been a misunderstanding, sir. We don't 
have them. In fact, we... 

— Someone else must have called me. 

- That's not possible, sir, I'm the only person here 
this morning. | can recommend a used book 
dealer if you like. 
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TRACK 22 

—... it still won't let me in. By the way, I called this 
number earlier, and the person | talked to was 
really rude. He insisted | must be in error. 

- I'm sorry. Um. I see the problem. You did 
enter all the information you had correctly. 
Unfortunately we just issued your new card. 
So, the security number on your current card is 
obsolete. 

- And you can't tell me the new one. 

- No, I'm sorry. You need the new card in order to 
register for online account access. 

- | wish the first person had figured this out. 

— | apologize for the wasted time. | could submit a 
report of your experience. 


UNIT 17: PRACTICE 


TRACK 23 

— What did you think of Darren? | think he's a 
genuine people person. 

- | agree. He struck me as charismatic too. Those 
are definitely useful personality traits for 
working in customer service. 

- | liked Marlene too, although there's something 
unusual about her. 

- | know, | was trying to figure it out. | wouldn't 
say she has a negative attitude, exactly, but... 

- | know. It's her sense of humor. | think it's a little 
on the sarcastic side. 

- Yeah, maybe. | wonder how customers would 
react to that. 


UNIT 18: PRACTICE 


TRACK 24 

- Are you ready to rub shoulders with industry 
execs? 

- Mmm, I'm not sure. | know I'll be helping to 
convert prospects. | keep thinking | should come 
up with clever conversation openers. 

— My advice would be to avoid clever openers, 
actually. Be friendly yet direct. 

— What do you mean? 

- Follow your leads. Introduce yourself to 
prospects, then be honest about why you 
approached them. Everyone's so busy at trade 
shows, | like to skip the chit-chat. 

- Oh, good. | believe that's a better strategy. 
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TRACK 25 

— Hi, I'm Marcus Rigby. I'm here with MyrnaTech. 

— Hi, I'm Jean Cole. I've been looking for your 
booth. 

- Great! What did you want to know? 

- People are talking about the USPs regarding 
your newest release. 

— Yes. Here's our spring catalogue, please take 
it. It lists feature bundles and USPs, as well as 
prototype info and some future releases. 

- Thank you. I'm wondering whether MyrnaTech 
offers any bulk discounts? 

- We don't at this time, but that's been a popular 
question. If you would, leave your business card 
with me. I'll contact you when those become 
available. 


UNIT 19: PRACTICE 


TRACK 26 

- The client will host a chatroom dedicated to 
the Chandler project. We'll use it for informal 
meetings and daily communication between the 
companies. 

- Excuse me, Dana? 

— Yes, Joe. 

- | haven't used chatrooms before. Will the 
company provide some assistance? 

— Yes! | will forward the client's helpdesk info. Feel 
free to use it. They said they're ready to help us 
with our learning curve. Any other questions? 

— | have a question about the schedule: What does 
EOD stand for? 

- That means “end of day.” It means that for any 
date on the schedule, deliverables are due at 
the end of that work day. 

— Great, thanks. 


TRACK 27 

- Chandler helpdesk, Sharla speaking. 

- Hi Sharla, this is Tracy Rivera. | need help 
accessing your server. 

— Sure. Have you logged into the domain yet? 

- No. I'm setting up my profile now. Which fields 
do | have to fill in? Some appear to be optional. 

— Fill in the first four fields. The last one of those 
says “Confirm Password." 

- OK, got it. Thanks! 
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UNIT 20: PRACTICE 


TRACK 28 

— So, we're supposed to brainstorm ways to build 
cultural competency. | know they mean with 
respect to international clients. But | propose 
we start with a survey of our colleagues. We 
could learn about the diverse backgrounds of 
people in our own building. 

- | like that. The survey should be anonymous, 
though. No one should feel like they're being 
asked to represent a whole culture or other 
large group of people. 

- | agree. Also, | thought we might hire someone 
to lead cultural awareness trainings. We'd learn 
about sensitive issues in different cultures. Or 
how to recognise stereotypes-those kinds of 
things. 

- That could be good, too. 

- Nice! | feel like this is a good start. 
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